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‘This- volume. ;s the thLTd and final’ report descr1b1ng the
opd&atlon an uresearch of thefgddcatmonal Informatﬁpn System \
_ for Ontario Y project funded by~ the Ontario Ministry of Educa-
tlon in March 1975 to prov1de online élbllograp ic search
serv1ces to the educators of this prov1nce.f' . |
. ThLS report hegins by briefly summarlzlag the frrst\and .
second Interim Reports. that described the scope of the reu o
'search the conceptual framework data collectlon tecﬁnlques,
the 1mp1ementat10n of the serv1994\and pfeliminary evaluat1on
results. It then devotes a chapter to the users and the uses
of EISO 1nformat10n prOV1d1ng m1n1 case studlés to!flesh out
the quantltatlve data and 1dent1fy1ng factors contrlbutvng to
‘the use or non-use. of search results. Chapter 3 .prese~: - !
'monthly and yearly satlsfactlon averages.of‘EISO'users and .
éompares satisfaction levels of users‘gpo did amd did not go
through 1ntermed1ar1es or Educatlonal Informaxlon Consultants.
‘The negotiation process between the user and the seéarch ana- "
_'lyst in analyzed in Chapter 4 and a pre11m1nary model -of the
~pratess developed _ Chapter(S presents a systems evaluatlon .
of user satlsfactlon employlng soc1olog1cal ahd process var1--~

ables. The. concludlng chapter reviews recent trends and 5 ¢
developments in onl1ne searchlng and shows how these
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CHAPTER 1
INTRODUCTION

This volume is the third and finai report .of the EZducztional
~Information System for Ontario, a research contract funded in
March 1975 by the Ministry of Education of the Province of
:Ontarlo. Though much of the research compohent of the project
1s now completed the service aspect of EISO continues to pro-
vide Ontario ec...*»rs with online blbllographlc retrleval of
refere%ees’ln ec..itien and=the social sciences’and. with

q

access to or1g1na1 documents.

a -

- - .

Background . ¢

-

. EISO wae:funded to‘develop, evéluate, and analyze an
information dissemination system bzw.cd upon computerized
retrieval o b1b110graph1es It diffe =2d from the usual
-research coltract in that it was not only to prov1de a

'rlgorous research study firmly grounded in theoretical cone,«/'
cepts, but it was ‘also to have. a’ largely developmental com\

- ponent in the 1mp1ementat10n of a scarch service available to
educztors on aqfée pay:ng T Lsis. Thus,€not only were normal:
aspects of contract research -uch as research deSign, data
‘collectlon and analys_’'s *equlted but also some more unusual

activities.® Among- these were. thd’ reation. of a business
systemnm, pub11c1ty matertals, Dromotlonal workshops, and.a
program to train Educational nformation Consultants who were.

to act as 1nformat10n intermediaries or linkage agents 'in

geographlcally remote areas. Profe551ona1 development acti-
vities, seminar$,- and demonstrations added still other aspects
. . . " . ) . . i K - - b

s b _ J
\ -
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to the study. The asoect of "the contract that was- most readiiy
apparent to educators and the one that still continues was,
however the actual creation of a fully operatlodal 1nformatlon
serv1ce offerlng an interactive-online bibliographic search
service to the" %ducatorb of Ontario by providing them access
to.existing data bases such as the Ontario Educational R earch
Information System (ONTERES), ERIC, Psychological Abstmg;z?,
Exceptional Child.Education Abstracts, Social Sciences Cita-
ﬁw_tionmindex,mDissertaﬁionAAbstnactstInﬁernationdlmand_orherwtu

data bases relevant to edudators. T
“ /;3. .: - A v
The EISO Service - /

To use the EISO search eerviqe the educatorzgubmits his
information request to the search analySt a speci lly trained
reference librarian, who develops a searcb strategy that 1is

'machine'readable Blbllographles are ted offline” by a
-major commercial supplier like Lockggéirjj\System Development
Corporatlon and mailed to the user who may then order original
‘documents in eilther microfiche or .paper copy formats.' A fee
based on the amount of professional and computer-connect time
useddls oiarged for the'aearch and a flat rate for duplicates

-

of original items.

-

Interim Reports

'Tﬁ/lfzrst Tntew m Report (Auster and- Lawton 1936)
Covered the Rerlod March 1975 to Pebruary 1976 Divided into
eleven ¢hapters, 1t recounted the creation of EISO, both its
service and research components. It reviewed the literature
on information centres, intermediaries, and change in educa-

"tion, ;described the problems encountered in introducing a new
-serv1ce into ~an established organizational env1ronment,\out?
11ned the initial training program for 'the Educational Infor-%
mation Consultants, and outlined the design and operation of'w
‘the bu51ness“system that EISO- was to follow. That First
Interzm Report also presented the research design that was
used to monitor and evaluate EISO s operation and theé satis- »;
factlon of'lts users. A systemsimodel n51ng SOC1olog1§al,

P .

(8]

™
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psychological and economlc varlables W1th1n an adoptlon of

>

.; innovations framework was developed an ellmlnary data col-

_lection 1nstruments were: de51gnedL‘ La t,_some early teﬁtatxve
research flndlngs were presentedh‘ . s ”\ ‘C

« . " EISO'S Second In'f:erzm Report (Lawt n. and Auster .1977) -

-"con51sted of seVen chapters %Qverrng the perlodearch 1976 - tng;“

aney

‘Q ?ebruary 1977 W1th the reseahch de51gn completed and the'{:
1

~operatlon of fhe service wel nder way,ﬁthq seCOnd year s T

. w
.-

report focused on. the - c11ents oftEISO their geographlcaf .
1ocatlon 'employlng organlzatlon§, ersonal characgerlstlcs,'
: and most important, thelr levels of%satfsfactlon%Wrth~EISO P
Re11ab111ty o? scales and 1tems used’tg collecti

;"user satlsfactlon was- detalled as were the

data concernlng

S, social .
correlates, and 1nterven1ng varlabres of user .satisfaction. ﬁ i
M1n1 case studies showed the 1mpact that EISO had on the'. . -
d;rector, coordlnator, principal, and teacher of a school ‘

"board - In addltlon the economlds of operatlng EISO were_\,

- consldered other data# base search serv1ces “in Canada were

f 1dent1f1ed and alternative- organlzatlonal structures for - -

- “EISO in the future were posed. . Both the first and second

.reports;included”eXtensive.appendlces of all data collectlon

“instruments @nd forms used in the research as well as the |

v . ¢

service aspects of the contract. "

N

faction data collected over a three- year‘period "It also -

" Final Report»

This third "and final report presents cumulative satis-

delves into the uses of 1nformat10n ‘obtained through EISO
. and examlnes the negotlatlon process between the search’
-'-analyst and the user when a - request is placed. A p1cture of
EISO as it exists in mid- 1978 concludes the volume. Appen-
dlces 111ustrate new business .and monltorlng forms. developed
'that reflect the transition and changed empha51s from research

4 N
pro;ect tO serv1ce pr0V151on.

T
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- CHAPTER 2 o R
- Te .‘é‘l‘
. THE USER, AND THE .USES ‘OF EISO INFORMAIION :
! ';: N g‘j- - ) ‘;a ) "' \’ - ’

The grow1ng 1mportance of the prov151on of information by
automated means. has beén reflected in the increasing number

of articles and studies devoted to online reference serv1ces.
The focus of much of thlS WorK centres around- deveIoplng | .
accurate costing techniques (Cooper and De Wath, 1977) and .

descr1b1ng and. evaluatlng specific. services (Firschein. and "

Ly
-

Summ1t 1977, and Lancaster, 1969). The users of these.
servrces have recelved little attentlon with the< notable -
-Jexceptlon of.-Wanger's recent survey (1976) Generally, how-

ever, concern for the user and the way in which he uses the
linformatlgn he;recelves has been of greater concern to educa-;
‘tional researchers and sociologists than information special-
'1sts (Hood 1978 and Rittenhouse' 1971) This concentratlon
is understandable., Informatlon managers, llbrarlans, and . .
search analysts can rarely 1nfluence the use of the 1nforma—
tlon ‘they provide to the use?: local exigencies, admlnlstrator
comhitment financial constraints, the polltlcal climate may -
all impinge on- the ultimate use of retrieval information.. . ”‘;

Pl
-

ffronlcally, however, it 1s the_ effective use and 1mpact of. t

.
- “'_‘.

- search results that may determlne whether or not a-user per-
celves the serV1ce to be useful and becomes a satlsfled client

"' who. returns to the seanch service to place further requests.
And it 1s upon the Building up of such a repeat-user. cllentele
‘that. the surV1va1 of a search service may depend. .
. .+ The. purposes of this chapter, therefore, are  to 1dent1fy
EISO .users_over the past three years, present thelr reasons for
seeklng 1nformatrqn,rprqv1de mini-case studies of how the




~

-

- Location

1nformat10n they rece1ved 1mpacted upon the1r 1oca1 s1tuat10ns,
.and 1dent1fy factors "that contr1buted to the use or,non use of

x_' . PR

1nformat10n recelved. o .-m_" o ;,_5. - _ .
v-, - . [ .
‘;g o : User Charactd&15t1cs S
- i _::-

-

~

The conceptual framework and method for collectlng data

' on .EISO users- w%ne descrlbed in. the . Fzrsé Inteﬂtm ‘Report:

Ma&ch 1975 Pebruary 1976 (Auster and Lawtom’ 1976) and thé&.-
Second Interim Report: March 1976- February 1977~ (Lawton and
Auster, 1877). Brlefly, the ‘user was v%ewed within an adop-'
t10n of 1nnovatlon model u51ng soc1olog1ca1 psychologlcalk
and economlc perspectlves.; Each user'was sent a User Evalua-,‘

- tion Questlonnalre (Appendix A) six weeks after plaC1ng a

search. Additional data wefe collected by the search analyst
on a Search Request Form (Appendix B), and on an EISO SerV1ce
Evaluatlon Data Sheet (Appendlx €] . =F1na11y, a sample of - R

users was. 1nterv1ewed u51ng ‘an.Interview " Schedule.@Appendlx D).

"It will be noted that data “for setond year. searches presented
below now include 371 returned evaluatlon questlonnalres-

coverlng the perléd April 1, 1976 to March\ﬁﬂ 1977 Third 3
year data cover . the perlod Aprll i, 1977 to DeCember 31, 1977. .

. ’ . =, - e . e -b'ﬁ.‘ )

As in the past two years, the majority of EISO's most
‘recent users -come from the Metropolltan~Toronto area, prOV1d1ng
- the malnstay of the serv1ce (Table 1). The fact that this hlgh

flgure has remained falrly stable is all.the more 1nterest1ng .

“ -

because ‘some profe551ona1 11brar1es in lpcal school boards .
have recently purchased -their own termlnals and are now o
offerlng the1r own search serv1ces. .This"- 1eads one to suspect-f
that the actual number of users from the greater Toronto area
may be g01ng -up but that this 1ncrease is be1ng partlally
obscured and absorbed by other avallable services.

The increased number of users from theoOttawa area_ (1. 9%

'v‘emlnars

t

-

to 7 8%) may: reflect the fact that several workshops and™
were given to governmental officials and -dt summer courses“ﬁeld

there ‘thus raising awareness of the serv1ce ‘and act1ng as a_”;

stlmulant for usage.

Ed
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TABLE 1 S '
- LOCATION OF USER'S. ORGANIZATION

h - . | - 'Pgrcegt B
_chgtion . Year'l . ' Yéar'Z- ',:.?ear.S -~
L o - (M = 386) . (@m = 371)° '

N

County or Regional : '23:3 : - 25.3 : ":;2719

- Governmerit s T . -
B ; R B N S o o
. . - '4' - . ) ‘ ) - ) <
Metropolitan Toronto 4 49.5 .. . " 55.8 .7 s3.s5
Ottawa™ . . T {;.D o 1.9 .. " ms8

London _._ - . | Lo 49 =7 . -

'Hamilton - o5 . - 1.3 0.0

: Wi?&so;._' ) o f-' 2.6, . 2.2 - 27 1.6

- P '. > .. E, )
Sudbtry 1.3 - 3.2 0.0

<
~

. b - ) ( "o ~ . ) )
- Canada (not. Ontario) 1.0 - . 0.8 - - 3.9
.Not Canada ~ . = - B 1.0 ' "1;3:-* 0.8
- 7 4 X l - v
~ T 5'f( -




The rlse of the ‘number of users ‘from prDV1nces dther
than Ontarlo C. 8° to 3.9%) md refleet EISO's new . pollcy of
proce351ng all requests recelved regardless of the1r geogra-

phlcal orlgln- . - o

. ,./d : v e e . .. E i . s . . N L R
~ _ .. - ! ., . - ! .
Personal Charatterlst1cs e . / - : “ - -

. The age, sex, education, and profe551onal actlvrtles of vd
T
EISO users have remalnedﬂstable over the three years the -

a

"service has been in operatloni: Two-thirds of the users con- . .
tlnue'to be male (Table 2), and over three- quarters of all -
usSers_are between 26 .-and - 45 years’ of age (Table 3) : Most

lusers have occupled their Present position for less than two
'years (Table 4) A Over one- -half (Tab}e 5) are offlcers of-a
profe551ona1 organ12at1on have part1c1pated in an educat10na1
research project ‘in the past five years (Table 6), and ‘have
presented a professional’ paper durlng that tlme (Table 7]
SlXIY n1ne percent‘have earned graduate degrees (Table 8) whlle
57% aréﬁcurrently enrolled 1n, or are plannlng to apply for,g
academlc ‘programs 1eadrng ‘to :a higher” degree (Table S).._ .
‘qﬂf?‘ Clearly, EISO- use_s are a hlghly profe551ona1 dynamic,

well educated and aﬁb1t1o S

v -

Orcan1zat10n' i '~. “ |
Whlle OISE is st111 the 1nst1tut10n with which ‘most

users are afflllated it. provides . only a little over one-third

'of the total number of users (36. 6 ), a decline from 39.5% - the

prev1ous year. Pacultles of, educatlon, Mlnlstry of“Educatlon,

f‘and other government agencies. contlnue to prov1de 1ncreas1ng1y

‘more users while the number of.school board cllentele remain

steady (Table 10) S s_' _~ﬁ114%=

Role ’ B - o

, . The roles performed by EISO users remalned for the most
| part unchanged . Table 11 conflrms that adm1n1strat10n and :

teach1ng are,st1ll the most. 1mportant roles occupled by EISO .

users. These are- followed by graduate work and . research. ’

These proflles of user roles have shown 11tt1e variation- OVer

'a three- -year perlod and will probably conxlnue to remain stable.

-y o . ) ] 3 - .
? B - T -

2




~ - "TABLE 2

SEX OF _E'ISO-_US

P

ERS

- 4

 %ear 1. -
&_,@1=532?)n

Percent

Year 2

“Femalel
f
f’l
g
N
- ‘; o
'J
"« Age Range -
1n Ygars
y v
. 26 to 35

LN v

-_36;tpf45  -

46 'to 55

56 to 65

~ over 65 \

-~

36.7

60.7 - - 63.5
0.3 = -~ 36.5
'- }; o~
-‘& -—
'S
o TABLE 3 :
AGES OF EISO USERS *
. Year 1
',£?Q= 183)
2.2
~49.7

41.6 -

. 15.8

N
" - Year 3
‘- .(n‘>= 103)
1.9
. 40.8

38.8
14.6
3.9

0.0




i . - R \ . \'.' i TA_BI_E 4 - . - (:

v S NUMBER DF YEARS IN CURRENT POSITION

o

- -

) R : - ¢ Percent = .
= -5y . . Ny e - o z
. Intgrval in Years A B

. , - ’ Yea\ Year 2 - - : Year 3 .
T - 184)9 | (n = 203) —fn=1t1-3)

Less tﬁﬁib’_ f -:'_",_2‘1.2‘ o .3 . o ”
S T A

| . : 4. .‘ N~ 6.5
4to6 - a24.5 217 15.5

7 to 9 . 14.1- L 1a.8 8.7

10 or more . 8.2 \ S 12.3 20.4

A.l’,

. |
< “ . l . g
- =~ -~
2 - 7 l -
| =. <

R & TABLE 5 ' ya—, . _
~ OFFICER OF A PROFESSIONAL ORGANIZATION{E}/ o <

. R / - N

Percent e

Response ‘ ' Year A - . Year 2 ) : Yeaf 3
A T (n = 183) (= 202) - (m = 103)
' -___;Yeé o 617 - s8.4 . .° ' 59.2

‘No - 383 41.6" - 40.8

f b
©
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FEE 5 TABLE 6 .. . : s
- S PARTICIPATED IN  EDUCATICNAL RESEARCH PROJECI : S
- INTHEPAST PIVEYEAPS o

. .. - .
- e . . \
. 7 N - R
. ' o - o L Percent - : -,

SEOT]S ; : ] / a B h.
N ‘i-. ’ ‘ R._e : e 'f ) I ‘ - Y.’ea? 1 < e Year 2- | / ,~“.‘-;_7. . ‘.
' -y 4 . (n=-185) > (@m=200) . .  (n==99)

2 - . R . -~ - " - oY

Yes. T i 7SR | 74.5 ”\\5\3'

N ¢
—
e | = .
LN
— e e . -
" L e T . . . s
N __ 1.y = — —

g T - 1 e B ! !
~ T IABLE T ! o SRR

PRESENTED A PROPESSIONAL_PAPER.IN'THE ' . R
. “$-  PAST- FI%E YEARS ' ‘ o —
= o '.A - 7 ‘ . '.‘_‘_3 - 3 [ i
-— / B

; : , ' Percent

i

o LRequgsg o Year 1 - Year 2
) ’ (n = 185) - (@ = 200).

Yes . 531 - . 56.0

No f - .47.0 a4.0 7 5 °

10
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.
A‘ - ’ b

-

-
. -

[

'~ © =" . | HIGHEST DEGREE

_— Degi'ek . Year 1 Year 2 - - Year 3

~

"~ Percent - Y

n =175) - (= 194)

- Te - -

Bachelor's . + 30.3 28,4 - .. . 31.0

Master's 2 54.3 . 56.7 50,0

'Dbcfgiate-;\ﬁrf-f . 14,9 . 149 - 19.0 -

Other.~f§§;ﬂ .. 0. 0.0 R N I

S .= % TABLE9 ° - S
PRESENT OR PLANNED STUDIES FOR HIGHER DEGREE. |

Pefcent

~

Response " year 1 \ Year 2 '/ Year 3 -
(n = 382) - . (m= 200)7 - (n = 102)

Yes. o .37.20 45,5  51.0°
Not Sure -~ > 20.7 (7 .16.5 - 10.8

'No sz 3800 0 v38.2

¥
L]

} - R
. *
: A =4
- ) -' .
N 11. .
‘~ 21 |
e {

N
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* TABLE 10

~,

ORGANIZATION OF PRIMARY ASSOCIATION
_ o e - - _ Percent g -
Orgz.mization Year 1 Year 2 » Year 3,
) (m = 380) (n = 369) Cn'" 1293\
« s ~ ’ -7 \(\ .
‘Public Board 34-.2 Tp24.47% . 30.2/).°
‘ N 44.7 4205 - 0¥ 318
Sep:airsate Board ]:0.5 5.1 3 1.6 J» °
Private School - 0.3 0.8 N 0.0 - "+
| 4 T ?
'CAAT 4.7 E 4.1 &2.3
o ‘ e - / )
: S -~ ,
Faculty of Education 2.1 / 7.3 8.5
OISE 30.8 39.5 36.6
University 6.1 6.5 4.7
Ministry of Education 3.7 5.4 7.0
Professional Ass‘o;:iatio-ns 0.8 3.8 2.3
Government - 1.8 1.1 \ - 3.1
Business 1.8 0.5 1.6
Other 2.6 1.6 2.3
3 -~ < A
12 o
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o D TABLE 11 . , . - -
TP -+ “PRIMARY PROFESSIONAL ROLE -
) : . = ‘ Percent
e ? Year1l - Year2 Year 3
(m="245) . ' (@=1207)  (n=103)
, . . e ‘ |
‘Administratim_or'r - L DI ,
- Sugervision N 2_7-3 o B 31.4 . . ) %9.1

b T

: Téachﬁng B - vfi‘ ‘17.1 | ; " 16.5 19.4
EPupii fe?édnnel 0.8 - ‘ . 1.0 - _ | 1.0
’Peseéiéh T "10.6 13000 14.6
E;ela Dé%elopéént‘ | 5.7 __- - 5.3 o 2.9
| Mih;stry-Reéional'Office 3.3 | 1.9
Library . | ‘ | - 6.. g | 8.2 " | ' 1.9
Privaté cdnsultgnt = 274 - | 1.4 -,'31;5
Undergraduate | - 0.0 - 0.5
'QLEd;_séudenf.'._.\ . 3.3 | |

Ed.D. Student - a9 | 8
’ | 21.7 >16.0

M.A. Student - - . 3.7 ( |

_Ph.D. Student’ 9.8/ | [

Other 37 a4 "¢ 5.8

}l
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-organlzatlons is presented in Table 12.

Fhe dlstrlbutlon of - users by their roles in various
In public boards,

users were most 11ke1y to be. admtplstrators or supervisors -

(57%) though other staff also used ETSO- serV1ces to a 51gn1-_
flcant degree w1th teachers researchers -and llbrarlans com-
prlslng another 35% of board users. All users from the SRS
separate boards fell within the admlnlstratlve ranksewhlle - .
‘users in post secondary institutions were dlstrlbuted among
admlnlstrators (33 ), teachers (53%), and students {7%). Most
OISE users were students {43%) though other staff categories
were also represented Reglonal Office personnel were the
largest (60% ;) user group at the Ministry" of Edication. .

It would appear that the patterns that were establlshed
in the first two years of the service continue to hold. EISO
is used as 'a resource pr1mar11y by administrative personnel

in school boards, by faculty 1nﬂpost secondary institutions,

"by doctordl students at. OISE, and by administrative and

Regional Office staff_at the Ministry of Education..

=_Purpose offSéarches-

Among.all users the moﬁ& frequently c1ted purpose for
‘doing a search was for term papers (Table 13)." Research and
development reports, pelicy deVelopment speeches or articles,
personnel or’ recrultment and pProgram development were also
llsted as the purposes for plaC1ng EISO searches. Users

tended to. approach EISO as a resource to supﬁort their primary
within school boards admlnls-j

profe551onal role. For example, -
tration was the most frequently mentioned role for doing "a o
.search (Table 14). These admlnlstratlve personnel performed -

searches to . a1d them with their responslbllltles for program

v.1mprovement (23 J, personhnel recrultment (17%), pollcy develop-

ment (13 ), and currlculum development (13%) (Table 15)
Though it would appear that a few admlnlstrators did place
searches to help with the1r graduate studies, :most. sought .
1nformat10n for purposes | con51stent with thelr profe551ona1

v
~

p051t10ns o '.; \
- | ; ‘ -
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Year 2
(@ 371)

Year 3
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~Blb110graphy
| Cmnalltm Develoguemt

. Program Iproverent ’~

Speech or Artlcle

- Research and Developlrent Report .
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2.1 .
67
| 2;4 :

8.8
21"

SR
YR
e
TR

B
0."8l ,
RYRRE
05
5

3.5

L
BT
s
T
BS .
R

‘\vg.ls .

Rt

———— '




LT

a

TABLE 14

ROLE FOR M-IICHBIBLIOGRRPHY RAS REQUESTED BY- ORGANIZATION FGR YEAR Y3 AND if USERS‘ = 231 126)

Role for Whlch

\ RequestMade =

po

Orgamzatlon |

. Rublic Board

Separate Board |

Postsecondary |-

OIE

| MiniStry of
| - Education

| " Year
Y

~Year

Year |

o Jear

Year

; b -
Administration-or

Supervisiﬂn
Teatiung or Pupil .

. Persomnel .
| Research o

© Field Dévelopment

| Regional )Office

Library |

, | »-Mas“ter‘s'Stuﬂent'

| Dottorai S,tudent
Other

A% S

uno5

n

T 3 3.

703

) |

KA

|9 w1

o
<N
| —
[ }
o
=
N

5 | %
55 |7

8
B

o s ow | %

"
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- PROFESSIONAL ROLE BY PURPOSE OF SEARCH FOR. YEAR 2 AND 5.USERS. (N 207 103) —

Role

\ )

o !

) 'Admm or
Super.

Teaching or

Pupil Pers,

Field Dev.
or Reg, Off,

- ‘Master's
Library .

Student

Doctoral |

“
. ¢
\ . : ) ‘ f
. A .
" ! .
" o . i
g . v . . .

"Year
11

Year

- Year.

| Year

“Keepmg Abreast | 0

<N

" Temn Paper '. 14 BV

. 8T

SRS S

.-lPIOgram Imprbvément 0 3
Speech, Article © 1 3
Rsearch . 11

Browsing . - 3'.0
| o ;Pe'rsblmel.Recruimt., oy
B POllC)’ Development

'Other o '. 0 0

L
o\
[ 3
o

- 2
Sitiogmty 0 0|

7
13|

b

S
U
1 -

13
) B

B

5

1
i

15,

%
%

0
B

,,Total I

|

3

1|

5§
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nsms_toward_the successful use
descrlptlve or qualltatlve data.
f1cu1t to document and assess.

<

This quantltatlve data glves a general overview of the
user populatlon and their reasons for requestlng searches..

_To provlde a more rounded plcture of the human. motlvatlon that =
prompts spec1f1c searches and the factors that contribute

-0f- the-information-we- must turn” to,

" Such data is of course dif-

Often 1nf1uences beyond.the

control of the, indiwidual are, overrldlng factors ifn whether
or not 1n£ormat10n is used for the purposes for which it was
or1g1na11y sought. Another limiting factor is that evidence -
of usage has been complled thrpugh interviews that re11ed on
self-reporting. TH’hgh onsite. observatlon may . have prov1ded
-more reliable. ev1dence,\these data are nevertheless presented
“for the 1nslght ‘they prov1de into some of the elements that

determlne use or non-use of search" results.

-

~

The Psychologlst' .

'““‘CaseyStUdies ’

p _ 4
. Dr. Barton. is the dynamlc admlnlstrator oprﬁpll person-

nel services for a separate school ‘board

Toronto area. In’ her ‘late th1rt1es,rshe
her spec1a1ty, child psychology, and has

experlence in heT current p051t10n.

~of her professional organlzatlon
papers that were elther publlshed or presented at c0nferences.

She

1n,the Metropolitan
holds a doctorate in

‘had five years

is an active member

and has wrltten several -

.By her own adm1551on she is -an, av1d 1nformat10n seeker,
plac1ng a high value on keeplng up to. date in her f1e1d “She
heard about the ex1stence of EISO from colleagues and dec1ded
. towplace -a search when she,found herself cha1r1ng a group- of
parents and teachers who felt/there was an 1ncrea51ng need for
a play therapy program for the1r ch11dren.; Byt one of the

problems we had, > she explained,.

""was that we d1d not have

anyone here who had had extensive tra1n1ng or experience in
play therapy.. So one of the purposes of the group was to

educate itself as well as: to edlicate other staff members who'

would be. d51ng the serv1ce,

BN
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" they now encouj

- A telephone request was shbmitted to the search analyst’
who was able to- retrieve sixty- three citations on play therapy
from the Psychologtcal Abstracts data base. The bibl%ography
was malled to Dr. Barton who, subsequently ordered twenty-foﬁr

3 twelve. These were divided up among the members of the com-
‘mittee who used them as a basis - for seminar presentations to
their group. The‘information thus presented Qroadened the
hgnoupﬂs.view of play therapy, according to Dr. Barton. While
they had prevjously'been using a traditional,kind of definition,
ered an unstructured, nonjdirectife therapy:
program. / ¢y were also introduced to other ideas for use of
the play room, such as having mother and_child“go_in %ogether
for observation. -Toys wetre placed in waiting rooms and social
workers' offices; the play room began to’bephsed'for‘assessment
purposes; programs were expanded to‘educatefthe'ﬁothers.as‘wel;
as. the(children; ,Play attivity became a peahsiof'teaChing |

soc1a1 skills. oL : )
Although the psychologlst has become a repeat user of
" the serv1ce} she expressed only moderate satlsfactlon w1th the,

1 blbllography and materials she recelved’as a~resu1t f: her

automated search.| Her enthp51asm5was-dampened When.she_dls-
'covered that the data basehSearched f5r'her did-not‘contain'
-early classic wor s wrltten on play therapy. There.was. also
" some, question. about whether she had obtalned all relevant
1tems in the data base since the term'"play therapy"'seemed
- to be a recent one. 'Last, she had had some, dlfflculty '
,obtalnlng all the relevant art1c1es that had been cated in

-

-

*

the blbllography._p;;;“”y 3ﬂ‘fﬂi “.7:'f,, : 'Tﬂi' | “p,; 5;;1?3

The Junlor ngh Pr1nC1pa1

-

"Mrh Aloert had been the junior hlgh pr1nc1pal for three
&ears. He was not an espec1ally avid 1nformat10n seeker but '
did make efforts to keep abreast of. his fleld -In‘the}evenlngs:’
“he was pursuing an M.Ed. - degree 4% OISE S T

At the t1me of hlS search, - he was spear headlng a. drlve
1n his school to reV1se the mu51c rbgram from ‘a str;ctly

1nstrumenta1 to a more dlver51f1ed one. rHav1ng learned abéut«'v*ﬁ

20
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EISO through his graduate studles and from brochures mailed
to his school, he deC1ded to telephone the searGh analyst for
help. _As he put it: o s o

&- ‘We wanted to see.what else had. been done 1in
~motherm3urlsd1ctlons,—what else had been .
B ) “written and’ tri@d; and was avallable in ‘the
e field rather *g& ,start from scratch. We
- v figured a.. 16t geple had probably done : 1

things beforey zwanted -to av01d making

‘the same mista ?,,ﬂﬁﬂ-awﬁhgaﬁh
Searchlmg the ERIC d§'a‘5ase °fhe\search analyst o
retrieved elghty three cltatlonsnthat were printed offline.

and malled to the princ1pal. . He. then turned over the b1b110- _'

w2 .

7

graphy to hlS two much teachers ‘'who .reviewed it and went to
their own board's profe551ona1 11brary to examine the relevant
art1cles and . mlcroflche. -They rated their satisfaction W1th
the blbllography and materlals between "medlum and “high."

: 'Ba51cally, they- felt. that the search’ had been valuable but

that too much:materlal hid been found. They were frustrated
at not haV1ng the t1me to read twenty*flye m1crof1che and
thought that in future they would conflne themselves to
def1n1ng thelr problem more parrowly ) They also felt -that in
future they would V151t the search analyst in person rather

" than communicate via telephone.l This more personal method

would they felt, better enable them to clarlfy their "muddle"
“as. they. put it, and to Understand the search proc%ss better.

' These dlfflcultles a51de, the muysic teachers, with the'
pr1nc1pa1 s support “initiated a diversified music program
for the firsg half of their grade seven unit. - The pr1nc1pal
also saw other p051t1ve results from the search.',_;".a e

. There was-the- indirect benefit of- exposing .. -
- 'the music staff to this kind of information. -
" - . From! now-oh.; wheﬁfthey encounter: a. problém, -
" "théy are more -likely o 'dask whether anything
has been written on it -in the literature . -
'singce ‘they have at least on one occasion
asked the kind of question tha't would not
have been asked before.

The pr1nc1pa1 testlfed to the success of the new music program

MY - ‘.

and credlted many of ‘the successful components to 1deas gleaned_;‘”

from materlals obtalned through the EISO search._
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"The Program Coordinator : _ . ~
o At the separate school board in Hamilton the program

" coordinator was sitting on a committee logking into the. role:

of the elementary school pr1nc1pal. The %roup was espeC1ally

_concerned with what their own system could to to prepare staff
fqr the pr1nc1palsh1p and how pr1nc1pals were evaluated. The
cohmlttee was composed of an area superintendent who acted as

"~ chairman, three principals, a teacher a vice- pr1nc1pal and
the coordinator They had been worklng together for a year
and had focused .in on a. Management by Objectives (MBO) evalua-
tion model. Having settled on a direction for themselves,
they decided to consult the profes51onal 11terature to find
out ‘what was going on elsewhere. ﬁf>

The coordinator f1lled out the search request form on
s a.brochure-and mailed it ln to the EISO-offlce in Toronto.
The search analyst'clarified_thefrequest over the telephone

"and eventually retrieved 112 citations on training'for and

"evaluating the role of the principal. This extensive biblio-
< graphy was divided up among the members of the committee

each of whom gafe‘a talk about the relevant items they had ,.

examined’ at ‘their local learning resources center. They were

highly satlsfled w1th the b1bllography ‘and the materials. The

coordlnator expressed their feelings thls way: \"Personally,
we were dellghted with the whole thlng It gaVe us- what we - ot
wanted very "quickly." What resulted from the1r search7 She

continued: . _
,”Well cut of 1t came’ the document “The Ro}e
- 0of the Elementary ‘School Principal™ which -
e 'ds pow In ‘use: ’ We have a -whole evaluatlon
.. .. | process. for“pr1nc1pals in place. based on a-
;.“' ' -Management“by Objectives model. “We had in
' ~as speaker one of the-authors of the" L -
‘ articles. T .

- In'terms of “the preparation of principals, the search brought
to light the notlon of 1nternsh1p programs and a sub comm1ttee

~wWas set up ‘to examine’ the fea51b111ty of that spec1f1c idea.
Summlng up the contrlbutlon the EISO search had made to the

committee's work, the coordlnator sa1d

<




It gave us the kind of information thaty .
in spite of the fact that we already had ' .
the direction, lent support for our posi-

tion. It couldn't be regarded as just some
silly thing we thought up all by ourselves. -
It was comforting to be able to wave the .
literature around when presentations were = 3

“made. . o
. . . . . N
The use of the materials did not come to an end with the

or1g1na1 comm1ttee,‘however. As r?dlcated a -subcommittee

was formed to- ‘investigate further the. 1nternsh1p notion. They
too used the articles retrieved. One of the committee members
also passed on the materials to a colleague responsible for

;‘staff development at a .local hosp1ta1. -

/

The.Superintendent

George Baxter is a well known op1n10n leader in. 1ocal
and prov1nC1a1 educat10na1 c1rc1es. 'He. has held 1ncreas1ng1y
- respon$ible positions in school  boards and at the time of h1s_ )
'search was serv1ng as superintendent of 1nstruct10n with an . \\\\
expanding, innovative school board adJacent to Metro Toronto.
His search was prompted by a series of 1eadersh1p workshops
Tthat he was runnlng for hlS staff. "He wanted speC1f1ca11y
'to f1nd out more about the phenomenon of ""group thlnk. _
Hls search was.performed on the- ERIC, PsychoZogzcaZ . )
Abstracts,vand SoczoZogzcaZ Abstracts data bases and he -
: c1a1med to be very satisfied with the results. He.abstracted
ktthe artlcles he examlned ‘created overhead transparenC1es

£ - .l

. ‘show1ng the sa11ent p01nts of each 1tem “and w1th his packages
 on group th1nk gave five workshops to a group of department
heads. - Another group of teachers learned about these sess1ons<
band requested that similar presentatlons be made ta’ them.

;-They in turn borrowed the superlntendent s materials and’ used:

_’¥them -with some students in thelr secondary schools. The same
.“‘materlal was further used by a group of pr1nc1pals and admlnas--

*tratlve staff within the board studylng the deC1s1on maklng

L

: oL
process. - . ‘
- Using the serv1ce has become the accepted f1rst step of

‘most working committees in. this board. The superlntkndent
' commented on this w1despread usage: 'VIt s 'the best money

we ve ever’ spent._ "As to his:own use'of'EISO, he stated: -

23
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IT I want to give a talk\or I'm developing
a paper, very, very often I won't do it

', until I do an EISO -search:; It's good to
know that I can get resources if I want
them. It's nice to. knmow the service exisgs
whether I want to use 1t or.not, and I d
use it. It has that® klnd of comfgrtlng

psychologlcal ‘effect

The Ph.D. Student

As a doctoral student in curr1cu1um Mr. Abott was
interested in doing a research«@aoer on reading comprehen51on.
Though he .spent forty five mlndtes Wlth the search analyst .

_and thev went through. the ERIC Thesaurus together, the sfudent

was unable to define 'his topic in much detall._ There. was some

e - e e e e e g e e e e

doubt about whether_he was concerned with readlng comprehension,

‘listening ability, or the €ffect of the teacher on student’
achlevement 1n either, nelther, or hoth areas. )
An examlnatlon of the Search Request Form completed by

.the}search analyst. shows that two searches were performed
one cn the effect that a teacheg's”attitudes and teaching
methods have on student 11sten1ng comprehenslon and another
on the effect that a teacher s attitudes: and teachlng methods'
have on readlna comorehens1on., A total of thlrtv four cita-
tions were retfieved and sent. to Mr.- Abott. : - _1~

. He expressed. dlsapp01n“ment in -the blbllography ‘that
-resulted from hls search ‘ Too much of ‘the materlal, he felt,
 dealt with the comprehens1on ofvother languages and w1thﬁthe

teaching of readlng as a subJect whereas his.interest now lay .

."in the more theoretlcal 'stuff, how the brain- operates, how |,
71anguage 15 developed how peopLe understand and comprehend

lanouage o . - : - S e

_ The search results were flled in his offlce where they
remained unused. At the time of the follow up evaluation - :
lnterview,_a vear later,_the 'student was st111 strucgllng to
:defineuhis research topic. _ VA e : '
THe M. Ed._Student‘ | e ‘u":f' s

) As a teacher of industrial arts at an 1ntermed1ate A
dschool 1n a Toronto borouoh M. TaV1or had students from both

= - . -
. b




mlddle-dand lower-income areas in. his classes.. He . had begun
to - feel that- students ffom- theSe two different- types of back-
. grounds . regarded 1ndustr1a1 arts as a subJect qu1te dlfferently
So as an M. Ed. student at OISE ‘he dec1ded to- focus. the toplc :
of the requlged paper in one- of hlS courses on. this concern. ‘

" As he put it: _ -

TI'.was attemptlng “to f1nd out whether in fact ‘ T O
children with lower socio-economic back- - . o
~_ grounds would have different attitudes to - - : :
v .industrial arts. than those from high SES
- backgrounds. I was using. the search to find .
out what. the 11terature sa1d . Lo — s K

The search analySt dev1sed a search that retrieved L L
th1rty seven cltatlons.._These proved to be of little use to A -
Mr . Iaylor, however He glanced through the b1b110graphy ’

"rapidly; and pressed to hand in hlS asslgnment decrded to._'
rely on art1c1es that ‘had been handed out in class., He' aida
not . order any or1g1na1 materlals,\or otherw1se use the resultsb'
of the search in any way.f He remembered haV1ng d1ff1cu1ty T,

,ﬂ with the format of the’ b1b110graphy and feellng.that the 7

. effort requlreduﬁf him to order: materlals, Tead, “and’ dlgest
them was’. too- great a burden when added to hlS full- tlme

. teachlng load ‘For his” course a551gnment ‘he submltted a
term paper that dealt w1th experlences 1n hlS own classroom.

r

The Prlmary Teacher a --{;:?;f7f" ;_:i f‘ _c/;ﬁ” VWFT' -5 .

S -

e .;?iv At a pub11c school board at . the\opp051te end of Metro S
Toronto, another 1ndustr1a1 arts teacher was gﬁsowplac1ng an '
EISO search ; He was hoping to apply for a 1eave of. absence
and placed hls search to bolster the presentatlon he needed
to- present ‘to hl% board to . be gnanged 1eave. e 4@3,. i-.f‘_‘ e
-An’ examination of his Search Request Form showed "that =~ . .
the~search analyst comblned the concepts of ‘silow learners,' |
perceptual motor coordlnatlon; and cIassroom materlals to B “fi
yelld a blbllography of f1fty C1tat1ons These-proved to o B
be 1rre1evant to the 1ndustr1a1 arts teacher, who placed hlS ';-5' -
search output 1ﬁ?hls f11e and fo;got about it. When asked if ..

e could explaln what had gone wnong,’he gave the follow1ng S

~

answer: ot : ~ SRR e RN K

~. . . ¥
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EISO search
:pre- search and post-search .and are described 1n Table 16.-

__'specific things that ‘the search analyst was

The project.for which I was applying for funds
dealt with the work-bench approach to teaching

. industrial arts 1in the primary. grades. I

,didn't really know what to ask for. I knew -
"what the general. top1c was, what the' general
‘idea was, but I didn't redally know any of the

asking me- because I hadn't studied it before.
The girl. on the phone wanted to know more
about it and ‘I couldn't tell heér more. I

"* couldn't explain to her what I needed because:

I didn't know.

All I knew was ‘the work bench
approach..' -

7 . S . B

Q

Factors Contr1but1ng to Use or. . .
Non Use of Search Results: R L

The seven mini-cases descr1bed above, though they

Jrepresent an adm1ttedly l1m1ted sample of users,
p01nt to some ‘factors that e1ther encourage or pose barrlers
to the,use of informat1on rece1ved as-a result of p1ac1ng an

These factors may be ev1dent\durlng both ‘the

nevertheless.

C1rcumstances perta1n1ng ‘to the 1nterven1ng search negot1atlon

are exam1ned elsewhere in this report..
Of the seven users shown in Table 16,
Junlof h1gh prlnC1pa1 program coordlnator, and super1htendent';
all 1llustrate degrees of 1nformat1on use wh11e the two . - 'xf
"students and the prlmary ‘teacHer are examples of non-users. ”
To what .factors- can we . attr1bute these differences?
,1t Wlll Be recalled was an act1ve

:She_

- The psychologlst
. researcher with. the typ1ca1 proflle of an 1nnovator..
_was also the chalrman of a commlttee that was. motivated' to

1

the psychologist

f1nd answers to a pre551ng problem and she had the authority

. both to 5£"‘Uhat a séarch was placed and that 1ts\results_:”

were melementeé : Upon recelpt of the art1c1es she. d1str1-
blated them"to her commlttee membens who then assumed JOlnt'v
respon51b111ty for. putt1ng new-programs into effect., .
negative aspects of the search, accordlng to .the psychologlst
xrglated tc "the, fact +AGL few "c13551cs" ‘in the f1eld were -
retrieved,

- new- term. and therefore m1ght restrlct the number of relevant

c1tatlons retrleved and the d1ff1culty of obtaanlng some

-or1g1naluart1cles. . .. . e -

ER&C

wll Toxt Provided by ERIC

-The

-

- that  the concept of "play therapy" was a relatlvely
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| FACTORS AFFECTING - INFORMATION USAGE.
‘ Uséil'._  Pre-Search Phase. - - Post-Search Phase "
Pros Cons -+ Pros Cons_ | |
Ps}dmlogist . l'.'Actlvé‘reséai‘Eher L No "classics"' . Art:.cles to conuttee L. leflaxlty in. obtam:mg
SO 2. Chaimen offcommit- . 2. Newness of "play members jartlcles I
: 5 tee with D¥fgma- therapy" 2. Committee responsible.
3 | tion need#”. : .| for implementation .
. | 3. Authority {02 mple- el T ' e
P Junior High School 1. Postg'raduate student 1 Telephon'éd reqmst . Support of principai 1. Too much material -
.- | Principal Z.'Dlssatlsfactlon with . Literature reviewed = 2. Too little time .
2 |~ existing programs - - by teachers - * 3. Inadequacy of telephone
Rt 3. Athority of posi- . ' o mtemew o
I Progran Coordinator | ‘1. Commi ttee-initiated ‘ 1. Articles to cozmnttee e |
e | searchr ~ members |
T 2. Well-defined problem SRS , Each member gave talk: '
. 3. Authority-. - ' Author invited as’ .
I guest speaker
- . Information supported
v - position . ..
] :  New infornation pro-
E \ nded . ; . ..—
a X ’ : i ' Speed I
- Supenntendmt 1. Opinicn lesder’ . hlformuonmade mto N
| B -+ 2. Informatien needed - packages . . o
| for workshops . ° '.Workshops given to )
PLD. Stwlent - | 1. Bostgraduate " 1. Undefined information T L Imelevat mterial
I student .. - . problem A 2. Different topic -
o ,'Z.Imblhtytoconmm e
) cate

MLEL Student

. Dostgraduate = 1.

No information need-
student . I, Limited course
R - 3. Jobpressures

. I-‘omat of b1b11ography :
. Quantity of mfomatlon :
. Lack of urgency ;
. Effort required to
. obtain documents

g W= a3 e W=

l-/Unabletoeanlam I

topic

. Irrelevant material

-




The Junlor h1gh school pr1nc1pa1 though"not'as inVolved
in research as the psychologlst 'nevertheless also made efforts
fo . keep dbreats of his field and was pursulng an’ M ‘Ed. dégree '
_1n his. spare “time. Whlle he d1d not head-a’ commlttee, he wasﬁﬁ

.. the’ leader of his school with pr1me respons1b111ty for its v
l}'_“progfams. In th1s role, he recognlzed “the 1nadequac1es80f hlS
«:»mus1c program and determined to correct them. To achieve h1s-
"aim, he gained the support of his two music spec1a11sts,_-l
encouraged them to review the llterature he had obtained- and
to 1n1t1ate approprlate program changes..- Though the 1nforma—
tion . obtalned was used, ~the results of the search presented o
some problems. too much materlal was obta1ned there was not
'enough tlm% to read it all there was- some d1ssatlsfactlon,i N
jwlth plac1ng the request by telephone rather than in person. o
";zg The program coordlnator, though not chalrman of his com-
nlttee, was'. also a member of a ‘high- powered group that had been
.lworklng ‘together for a COnslderable period of time looklng at
”Lthe role of the elementary school pr1nc1pal.- -They had deter-.
mined what thelr 1nformatlon need was. and charged the program
'coordlnator w1th the respons1b111ty of plac1ng a\search.» Sub-
sequently, each member of’ the commlttee made. a presentatlon
using the documents obta1ned as a result of the1r search._ The
information they recelved was relevant to the1r concern,'sup—

‘.fportlng ‘their ~ideas and presentlng them with new ones.. _~ 3
- The superlntend#nt was’ not a member of a commlttee but .
he waS’a char1smat1c leader w1th1n h1s oWn school board as.;g

‘well as in broader educatlonal c1rc1es.; He exerclsed one Ji'
faspect of hlS professlonal role by presentlng workshops for
. his staff._ It was to develop these presentatlons that~he
placed a’: 'search. The 1nformat10n he recelved was transformed
”1nto packages that- were used at his- workshops and dlstrlbuted
;to other teachers requestlng them._ The. superlntendent was
.known ‘to hlS staff as an-avid information seeker and user.g
. " To th1s p01nt,'each of the four requestors represents
" an act1ve 1nformat10n user The factors that enabled them to
become users, oT . fac111tators of information use are remarkably
s1m11ar in each case. 'All had personal character1s§” s that
. are normally-assoclated with innovators.. They were actlve,

R - -t R -
a i . e . -
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glnvolved hlghly educated outg01ng profe551onals. But most _
1mportant for thls study, there were” also artlculate, able to

Adeflne and Verba11ze their: 1nformatlon problem, aware. of the

sources they could call upon. and.possessed with a healthy
bellef 1n the eff1cacy of research and a cur1051ty to. 1earn

.about what was g01ng on elsewhere._ Furthermore, they were

aISO hlghly motlvated. This motlvatlon may’ have resulted from,

fpersonal or profe551onal needs but  in every case there was a-

real,,concrete 1dent1f1ed problem to be solved or 51xuatlon B
:to be. changed-_ Th1rd each user was in a p051tlon of authorlty
to 1n1t1ate a search hlmself .or to cause others to do/so.\.Thls
,authorlty may have - resulted from 1egal p051t10n (th%fprlnc1pal),-

'-EXPeTtlse (the PSYChologlst), delegatlon (the program-coordlna_
ntor), ‘or Char1sma (the superlntendent] but; in each case it ot

ensured that a search would be nade and . 1ts results cons1dered

-fand ‘used, 1f at: all p0551ble. . »f gf.T:K',v,

Wh;le all of~these Varlables weTre cruc1a1 1n ‘the pre search
‘phase and contlnued to be Important later, Stlll other element

-vbecame 1mportant durrng the post search perlod ' Here; . too we'ﬁ

}note that all four .cases have certaln common features. For

>sexample, in_ each case the or1°1na1 documents obta1ned were7 e

-

'passed on to thase respon51b1e for effectlng change.- Qhe in-

‘formatlon was shared and 1n some cases adopted by commlttee or-

'staff members.' Joint ownershlp and commltment was\developed

zThose who recelved dlgested and adapted the 1nformatlon “to EATR

the1r own needs were also those w1th responslblllty fbr lw.;:-‘iiﬁ?

’”_carrylng through'the results of" their plans,,l e.,'the seekers

the rece1vers, and the users ‘were all the same peoplf;, In_ the
case ‘of the superlntendent there was also heavy seco ’ary use
of the 1nformat10n packages.. Nost of this- type of usage can be
\attrlbuted to the charlsmatlc authorlty of the superlntendent,
to. ‘the ralsed awareness of his staff and the value attrlbuted
‘to 1nformat10n use by him. — SRR E I o R

The last three cases on Table 16 1llustrate those factors
that pose barr1ers to 1nfornatlon use. The doctoral student
was still’ 1n an early stage ‘of hls program and had. not yet
deflned hls research topic w1th su£f1c1ent clarlty He had

"atNague notlon,thatvhebmlght be interested in the effectfof'

N N
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teacher attltudes on student achlevement but was really unable:

‘to be more speC1f1c. ~In any event shortly after placrng hls'g
:search his interests sh1fte to- another area and he found the

'b1bllography he. rece1ved of. llmlted value

-The masters' student, whlle he had a- reasonably well-

'deflned topic, really had no need to place a search. Hle
7;1nstructor had handed out coples of . relevant art1c1es to’ hls
'class an%/fhe course a551gnment did not seem to requ1re more,:
_exten51ve resources. .There 1is therefore some questlon as to .

‘why' he placed the- search at all. When he recelved his blbllo-

-

graﬁhy he ‘was dlscouraged from obtaining or. u51ng or1g1nal .$

fdocuments by the t1me constralnts placed on him by his regular

job, the dlscouraglngly large amount of materlal avallable,"

_the format of the blbllocraphy, and the fact that ‘he* already”

fment - T T . . B ". Lo

.possessed suff1c1ent resources to: complete hlS ‘course assign-.. ‘-

N

The prlmary teacher though hav1ng a reason for plac1ngf”'

'a search was nevertheless unable to explaln “to the ‘search’

'analyst wha; hls top1c was about 'He- was llmlted to. a 51nglep?f”°

——~

approach ‘in meachlng 1ndustr1a1 .arts and was unable: to, expand - -

“upon it or-place it in a context for, the_%urther ed1f1catlon7"'

of ' the search.%nalyst._ By hlS own- adm1551on, he knew very

,.;Jllttle about™his - top1c and. d1d not ‘know’ what to ask for Not
*ﬁsurprlslngly,_he found ‘the.. brbllography he recelved lrrelevant

:ufwarom these br1ef sketches we can see that the non users

'\

f-of 1nformat10n also share some common characterlstlcs. Among
*these are*the lack of a clearly deflned?pxgblem and/or the

‘1nab111ty to artlculate that. problem to the Search analyst
"These . were espec1ally ‘true in the cases of the doctoral SR

student and the pflmary teacher.u Lack of. motlv‘}lon or.. real

:need was ‘a deterrent o usage 1n the case of the masters"

T[student although he was’ also dlscouraged by the format and

'quantlty of material, the effort needed to acqulre documents,_
‘and the t1me pressures of hlS jOb and course requ1rements,

’pThese latter . factors Were operative most. clearly in the post—‘-f
fsearch phase.' Lack of commitment 1n this later stage alSO'" '

”fprevented ‘the. doctoral student and the pr1mary teacher from

C . S0 e - - . R - i
g S - . - - - - . 3
. i . . T . . . . . < L E— .
Sy v . ~ ‘ - -
Provd c : o . . - o . .

-

follow1ng through w1th the1r or1g1nal concerns.” -;_
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need to report to:or work with
users were all. loners._

‘COnClusion

-It mlght be- expetted

taff or commlttees,

It is 1nterest1ng to note that whereasbln the - ‘cases of
s’éeessful 1nformat10n use eacﬁgfser was spurred on by the

the~non—

therefore, that

:?they would have to dlsplay greater 1ndependence, self- re11ance,
‘and personal motlvatlon than the successful users and Would

not have the rewards of 1mmed1ate p051t1ve feedback.’
cases dealt—W1th here, this 1ncreased burden-og,respon51b111ty

3

'w1thout p051tlve‘externa1 support created a barrler to use

B

'that was not overcome._ttj
. B ’
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CHAPTER 3 |
USER SATISFACTION WITH BISO

e

:13Qné7of ‘the most 1mportant ‘and most d1ff1cu1t aspects of an.

- online search serulce to. evaluate is ‘the satlsfactlon of the -
_user._,User satlsfactlon is 51gn1f1cant because it w111 affectf'
‘the. u1t1mate success of the service: a satlsfled user’is more'
~1likely to- become a f;ieat user and an advocate of the" system |

that ‘has met his nee And it is the bu1ld -up.of a steady'

c11ente1e and the spread of its succes’ by word of mouth that
will" help to ensure its long term. 0pera fon. Measurtng user
__“satlsfactlon ‘however, is, fraught w1th dlfflcultles for we

_are trylng to assess-what’ is, -after all a- state of m “Not
-~ pnly.is it ‘highly subjective, but 1t is 1n all 11ke11hood ~
| WusubJect to fnequent ShlftS and changes. What may be Judged
n‘\satlsfactory at‘one p01nt 1n t1me may . be con51dered less sof"_'
"-at another. -So. the problem of . when - to assess satlsfactlon 1s'd'

o

a- real one. Equally troublesome is. what to. measure.. A search

"lserv1ce consists. of numerous. elements that may each contr;bute‘img*¥

V_to the- peroelved satlsf/ctlon of: the user.ﬁ Such elements may-
;'1nc1ude everythlng from the user's 1nterv1ew w1th the search
fanalyst to the speed w1th Wthh or1g1na1 documents are rece1ved

Performance- at-each of. numerous stages will 1nf1uence the satls-tfﬁf

-factlon.of the us er.r o ;;‘.-'_-;‘ _
| Recognlzlng thlS complex1ty the Educatlonal Informatdonﬂ
»System for Ontario developed an evaluatlon scheme based on a
‘systems model<u51ng psychologlcal 'soc1olog1ca1 and economlc
:ivarlables w1th1n an - adoptlon of 1nnovat10ns framework ThlS
"schema and 1ts rellablllty were descrlbed 1n detail " in - earller-

reports (Auster and Lawton,-19?6 pp 56 84 -and Lawton- and -




'¥thuster,.1977 pp - 30- 68) It is the purpose of thlS chapter,_
therefore, to present satlsfactlon data for a three -year e

_Vperlod and to-eXxamine- an: aspect of: the service not reported
"on before, namely comparlson of the satisfaction’ levels of
_'users who d1d and did not go through Educatlonal Informatlon
’.Consultants (EICs) in order to use the serv1ce.fi- o '
J ; The five scales used to measure ‘user satlsfactlon are_
.'1lsted in Table 17. These ‘are: Publicity Materlals and -
uDlrectlons, Quallty of Service,’ Timeliness of: SerV1ce,

Quallty of Technology, and Value of Blbllography and Materlals.
A sixth cemposite scale measures Overall Satlsfactlon.‘[ C
7 - ST _1_%-g

Yearly Satlsfactlon Averages

TA comparlson of the average satlsfactlon of EISO users

'over the three years of the service's 0perat10n shows a
'"remarkable con51stency - Changes in’ average 1eve1 of satls—
faction ranged from an increase of .20 for Tlmellness of .
_SerV1ce to a decrease of .04 for Quallty of Technology.. There f'
was V1rtua11y no 51g ificant varlatlon in percelved satlsfac—-'
tlon\among EISO users®over the three year pef1od with- the-
average user being hlghly‘satlsfled w1th the service he
w'rrecelved.f ‘This’ hlgh average satlsfactlon was expressed by

';means of 2.61 and 2.78 for Overall Satlsfactlo%,and Quallty of
~Serv1ce, respectlvely,_on a three p01nt scale:/ Table. 18 shows
‘that fewer than 5% 'of users were not satlsfled with. the out-
‘puts of the serv1ce,_the Value of’ the BlbI&dgraphy and '
_"Materlals, durlnw the most - recent year of operatlon. ThlS
"represents a. 51cn1f1cant 1mprovement from the more: than 129

.....

”:f.who expressed reservatlons .the preV1ous year or the almostlf,

;;10” 1n the f1rst year.‘ Clearly,\EISO contlnues to 1mprove,-

" with over 95° of .users’ belng satlsfled Wlth the serv1ce pro;'

'Ev1ded N i L - L SR ' S
oA more detalled breakdown of the f1ve ratlng scales in -

'Table 19 Teveals 51m11ar responses to the :scale 1tems.'.0n.v S

Afthe same three p01nt ‘scale mentloned earller ‘the 1east satls-”_f__

_factory item was Judged to be the t1me taken to dellver _

'materlals from EDRS with' a: mean’ of 2.09° and no aspect of the

‘serV1ce was Judaed ‘to be unsatlsfactor§. 7It sho ld be noted
- - - .. )._ CoL . ~‘._.'n'

- ~
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that .corrective action was taken to provide more effective
document dellvery by contnactlng w1th M1croMed1a a -1local

flrm, to prOV1de paper copies from fiche. Thus the long wa1t

formerly necessary <£or users dea11ng with ERIC Document Repro-

ductlon Service (EDRS) in the. U.S. has been eliminated.

e ”; Those aspects of the serV1ce that were felt:to be most-

0

‘satlsfactory, with 2.86-on a possible scdle of 3, were the: ..

tlme taken to. de11ver materlals from EISO and the helpful-"

-ness of search analyst or EIC._ Since the speed of . the serv1ce

and the 1nteract10n with the search analyst are two of the

'maln dlstlngulshlng characterlst1c5'(and therefore ‘selling

points) of online retrleval it is gratifying to know that -
these 1mportant aspects are ‘being carr1ed out well. On’ the -

whole, then, these statlstlcs show a serwlce that has estab- -

llshed high standards and 1s succeedlng in - malntalnlng them.

Monthly Satlsfactlon Averages“

x

Whlléglt is true that " on the whole, the EISO service
is malntalnlng hlgh standards fluctuatlons do occur. from
month to month dependlng on the time of year major. changes

in. system operatlons ;and the 51ze of the sample for whom

responses were recelved.r It is as well to recognlze that

these varlatlons do occur- and in- fact appear Xo be a. normal
part of the serv1ce enV1ronment so that undue anx1ety or.

'-_uncailed for. ShlftS in- pollcy are av01ded._gfs.,_' -,,;

Among the ‘most 1mportant measures asse551ng\the satls-'

ction g% users with EISO gre those evalua ing the1r percep_ﬁ‘“’“

“tion about(the Quallty of Serv1ce and the Value of B1b110-f
"graphy and Materials. ' Because of the 1mportance of these
‘asSpects, mean: satlsfactlon levels of users regardlng them
were plotted on a monthly basis from July 1975° through October
1977.. An average Overall Satisfaction 1eve1 was also obtaIned
A graphic descrlptlon of the results" 1s seen 4in- Figure 1.
Trends durlng the tenure of the flrst search analyst

*were analyzed -in EISO's Second Interim Report: March 1976 - _
February 1977 (Lawton and Auster 1977, pp 44- 50) Briefly,

‘it was found that Overall Satlsfactlon was. remarkably steady,

'ranglng between 2. 4- and 2 7 on the three p01nt scale employed

r
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A The monthly average rema1ned w1th1n 0.1 un1ts of 2.6:
A notlceable drop did occur, however, durlng the Spring of-

".1976 but th1s was attributed. to the. h1r1ng and "breaking 1n".
'perlod of a new search analyst., It was> also noted that over-
‘all satisfaction tended to decline durlng those perlods when |

‘demands for searches reached - peak leVels of 55 or more per

month. ' . : .
 An’ analy51s 6f trends. 51nce the employment‘of the second

search analyst reveals two 1nterest1ng features. Flrst the

Value of Blbllography and Materlals during- hect1c perlods
Seems to be continuing, though- with 1less frequency. It should
be noted, however that this ''decline" in satisfaction is a.

-T;eV1ously observed decllne in satlsfactlon levels with the
v

-relative thing. That is, the satisfaction level for .this item
.never fell below 2.0 between October 1976 and October 1977
- This means that even at its worst, the service was never seen

- to be below a mediim- high level of performance.-

Second, the,Quallty of Service has on four separate

. oécasions (September 1976, November 1976, April 1977, August
11977) been assessed at 3.0; the highest level attainable on

a scale of three points. During that same. OctoBer 1976 to
October 1977 period Quality of Serv1ce never fell. below 2.7 -
and hovered at the 2.8 level. These statlstlcs confirm .that

'_the percelved performance of the. search analyst 1s cr1t1cal
in- ma1nta1n1ng hlgh user satlsfactlon with the search serV1ce.

It also points. to the fact that the user 1s able to make dis- "

t1nctlons between the serv1ce he recelved from the analyst and B

the flnal output of the system, i.e., the b1bllography and
mater1als he recelves. It also seems reasonable to- assume

that ‘he may also be able and w1l11hg to ascrlbe his Lesser .

satlsfactlon w1th hlS b1bllography to factors beyond -the
1mmed1ate 1nfluence or control of the search analyst _such as
approprlateness ofttoplc,;extent of materlals avallable, or

ysystem features. 'This ability to separate and dlstlngulsh
between the performance of the analyst and that of the search |
'.system 1s.1mportant because 1f suggests that a: user w1ll be,

more willing to place another search on a dlfferent toplc if.

'J'he feels that everythlng humanly p0551ble;w1ll be done to meet
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Satlsfactlon of EIC Versus Non- EIC Users

Because the human element of relaylng and u51ng infor-
mation was, frem the very beginning of th1s research progect

regarded'as criticalb it was felt that some special prOV1slon -

had to be made for users "who. were located at a distance from
Metropolitan Toronto and ‘thus did not have immediate access

to the service. The basic assumptlon was that the provision
of - an-&ntermedlary, called an Educatlonal Information Consul-
“tant, or EIC familiar' Wlth local condltlons and needs, wouldu
'lead to.a more satisfied user ‘and- more effectlve d1ssem1nat10n
and utilization of knowledge.' ‘In turn, a satlsf1ed user,_ '
accordlng,to adoptlon of innovation models, could be expected
to become a repeag\p:er who would have thé obv1ous effect of

ensurlng the main

nce and growth of the 1nf@ggati;n serv1ce..;
To test whether or not such assumptlons could “be proved ;'

emp1r1ca11y, spec1a1 treatment was glven to the Northwestern
Reglon of Ontarlo.' There,_four EICs in dlfferent types of

-1nst1tutlons were tralned demonstratlons of the sService were .- -

held ‘and reduced rates were 1nst1tuted for .the first wyear of
the service's operatlon._ It was expected that th1s greater
effort would result in a dlsproportlonately large number of

- search requests from thlS ‘area. - Table 20 below_ghows that?'
Ththrsreffort4@as successful, at least 1n1t1a11y In the flrst _____ S

.z:
S

R . Thig 20

USERS LOCATED IN VORTHEASTERN REGION’(REGION 3)

b

G

s }fiﬂff P 7f;h£f' - Percent = - ° "¢y;,’”' *';f-L
" -Résponse ; —_— e
‘ L : Vear 1l v Year 2 . . Yearv3-
Yes , v'5;47}ﬁ R 3,9_
. - o _ R S e
No i 94.6 - - 96.1
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two years, the reglon, w1th only 4% of- the prov1nce s enrol-”
ment in. elementary and secondary schools was overrepresented
The decline in the second year - from 14% to 5% is due in part
“to the exhaustion of" free searches. The 4% usage level in

the th1rd year 1is 1n keeplng W1th the proportlon of the area's

b

.population. - ‘ S “
Of these users, however, not all went through EICs.

Table 21 shows whether. the user went d1rect1y to’ the search

'},analyst or through: a. 1oca1 1ntermed1ary to have his.- search

formuiated The reasons for the dec11ne from - almost 10% to

-29 between the f1rst .and second years are uncertaln but may

..

- . . TABLE 21 | '
WHO ASSISTED IN PORMULATING SEARCH REQUEST.'
- . . ;; 4 - Percent - |
- Role of Assistant = —————— SR - : - : o
T B I ' £ R
' 'Search‘Analyst . 85.9 o w9708 7 0 97,7 T
“Field Centre EC SRR 55 PR £ KR

Paculty of Educatlon/CAAT . U I G , -
EIC . . | 0.8 >97 .0-851.9 -2-4$ 2.4

M:Lnlstry .of Educatlon EIC: . 1L6) . 0o 0
Not Sure .: : ‘73 _;_.5;_4“.d'1;3jf ; P | | s f7hl"'_
Other - 2 R - TR e .

i motal £ L mma s il o w
N L e o S P

ffrgflect;iamongaother things .the exhaustlon of free sqarches
gn’the area, OT . 51mp1y a poor return of questlonnalres. It -
“is ‘also wbrth notlng that these statlstlcs do not take 1ntoy
i;account the. activities of the EIC assoc1ated with a "local
fschool board Nevertheless, it wag’ later found that 61 users
in the Northeastern Reglon had used EISO. Of these 61, 18 Ce
ihad returned questlonnaares ShOWlng they had ° ‘gone through :;\,‘
'iEICs, whlle a, further 43 had‘not gone through EICs. SERREE

-
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Table 22 shows “the means, standard,deviations,-and_fre-
_quencies for that sub-sample'o users who returned their |
evaluation QUestionnaires. Though statistical-significance

. is dmportant _1t is not, howeVer the sole cr1terlon for
determlnlng the 1mportance of a relatlonshlp Partlcularly

i when one is concerned with pollcy dec1slons, the stréngth of
car relatlonshlp can indicate its practical 1mportance._ In the-
present case, a dlfference between means of 0.2 on the three-

p01nt satlsfactlon scale is considered to be of no pract1ca1
51gn1f1cance.< leferences of 0.4, 0.6, and 0.8 or greater
-are con51dered to . be of low medlum ‘or hlgh practlcal 51g-
n1f1cance respectlvely.. Due to the small sample slze,
analyses of both statlstlcal and pract1ca1 51gn1f1cance are
glven recognlzlng that where only the 1atter obta1ns, further
research is needed to conflrm-the existence of ‘the relation-
ship. For the convenlence of the reader the 15 satisfaction

1tems are grouped into the same flve categorles used earller._'

In the present context ‘the five ma1n grouplngs in Table
22 might be.. regarded as correspondlng to the stages that_aﬁz
would. va1ously have to. become aware of the existence 'of  the
serv1ce._ Publicity Materlals and Directions covers those '
aspects that‘explaln the technlcal points about ‘using the
serV1ce to ‘the . user.. These instructions were - ava11ab1e in a
.varlety of wrltten formats and appeared as art1cles in pro-
fe551ona1 Journals, advertlsements, and brochures. It was
expected though *accordlng to, the 11terature,_that personal

-

'-contact .elther 1nforma11y or through staff meetings: and - ‘%fﬁﬁ

planned presentatlons ‘would be the most effectlve method of
1nform1ng users ‘about the serv1ce.' And 1ndeed ,” the f1rst |
goal the EICs were asked to ach1eve in the1r 1n1t1a1 tra1n1ng
was to make users aware of the1r ava11ab111ty and- the serv1ces

they could prov1de. Therefore, one would expect the EIC usersA

to be someWwhat more satisfied with. th@lr ‘information about the
service than non-EIC -users who were ‘not exposed to such '

/”personal efforts. There is ev1dence ‘to’ support that thlS was :

- in fact: the.caser

‘.

.

. typical user would go through to place a'searchi . Flrst Fhe-?‘*”np
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. Looking ‘at-the four items in Table 22 that apply to
prov1d1ng the user with PubllClt) Materials and Directions,
“we find that, measured’ on a three- p01nt scale W1th.three 'being
the hlghest 1eve1 ach1evable, the mean satlsfactlon level for
'EIC users was con51stent1y h1gher than for non-EIC user For
accuracy of publicity, materlals it was 2.8 as agalnst fﬁ4
for: comprehen51veness of pub11C1tv materlals it was 2 7 aa
hagalnst 2.2; for adequacv of directions. for submltthg
search requests to EIiSO 1t was 2.5 to 2.3; for adequacy of’

idlrectlons for order1no coples of materlals it was 2.6 .as -

L

compared with 2.1. *While it is true that these figures are’

not, stat15t1ca11v SIgnlflcanoy a11 of these dlfferences are'
) e1ther of low ©or medium pract1ca1 51gn1f1cance.. ‘Such 2 con-
‘ 51stent relatlonshlp between the use of an EIC and higher _;g_
satlsfactlon 1is of 1nterest to the policy maker pendlng con- L
flrmatlon. _\:' _ ' ' , ‘rJ =

Since one of ‘the main reasons for hav1ng EICs in. the

Northeastern Reglon was to 1mproVe the> acce551b11g§y to thesf ‘ifﬂ,
'1nformat10n service for'oeographlcally Temote users; . one would 5o
4expect EIC users<to be more satlsfled w1th the Quallty of _ji; T
Service than those who dld not use the serv1ce’through a- 1ocal KN
1ntermed1ary.: This did not appear to- be. the case,.however, T :_ N

since there was no dlfferenco_of practicdl or statlstlcalf L
51gn1f1cance between the satlsfactlon levels of EXC" and ‘non- ?E‘fj,
“_EIC users W1th the conuenlence of arrangements to obtaln EISO %h
searches (2. 9 to 2,6) or the helpfnlness of the search analyst

or Educatlonal Inrormatlon consultant (2.8 to 2. 6). It will,

be noted ‘that both groups of users were very satlsfled with
“these aSpects of the: berV1ce and less satisfied (2. 2 and.2 4y -

with 'the time ~dexpted  to the search interview: with -the search -

analyst orAEducatlon Information Consultant. Thds'lower
satisfaction'-- again shoulnc no pract1ca1 or stat15t1ca1 ‘ .-
_fdlrferencec -- may be explained by the fact that, whether a

user goes tnroqch an EIC or-directly to the’ search analyst ';'.

- there are ‘constraints. Some EIC-users necotlated their searches‘-'

"on the run" because of thelr own job 51tuat10ns and- thus the
‘result may be as much a *e lectlon of the user S- own ab111ty f',f
to take time .out for an adequate interview-as the availability

—— . i

. . . - .
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.ofithe EICL

Non Elgpusers may never, in fact, ﬂrve spoken to

r-the ana;yst because they submg;ted th@lr requestﬁby{ha;; or*@

=

-Ilf they d1d speak to. her, 1t may have been ra{her h&rrledlz/

lbY 1ong dlstance telephone ‘a mode not conduc1ve to'lelsurely

-

"fproblem defﬁnrtlon because of the costs 1nvolved‘ _ -
*The areas where one would expect the non- %IC user to_f

-

-

have—the advantage over the EIC user are® these that gelate to-'f

v t1me

graphy dlrectly from the. search analyst
551b1e for order;ng his own.materwals

these or1¢71*1a'l documents 1n mlcroflche//r paper copy w1thout

the 1nterventlon o6f an 1ntermed1ary who would represent an-
other step ln the dellverx\process.
,the 1tems 11cluded .under Timeliness of SerV1ce seem to- bear

thls out for one aspect. time - taken to dellver the EISO blb-

-

The results shown ft::

-

- -

-

llography,'where the .non- EIC user has a satlsfactlon 1evel of

2.7 and thé EIC. user, one ‘of 2.1.
énough to ‘bé of statlstlcal swgnlflcance as’ well as medlum

practlcal 51gn1f1cance.'

ThlS dlfference 1s great

Slnce the other two. 1tems 1n ‘this

area, t1me taken t%:dellver mlcroflche or paper coples from

Pl

EDRS in the U s.,

paper coples from EISO
wand. low (273 to 2.0) and no
cance respectlvelv.

In the items related o~ the Quallty of Technology, there-!

and time taken to dellver microfiché or _
showed QQ stat15t1ca1 51gn1f1éance'
f2 4 to 2.3) practlcal 51gn1f1~

the results may suggest that g01ng through
-an: ‘EICis influential .at the first stage of the dellvery pro-

cess but does not affect the E?
of materlals from EDRS or ELSG’

ter stages 1nvolv1ng dellvery

5"'

I.‘ LS

.is . one that shows ‘a- statlst1cal and medium Tlevel. of pract1cal

szgn§%1cance in Favogg of HJCSUSers
length of blbllography

satlsfactlon Wlth the
Thls dlfference (2 8.to 2 2) mlgat

be attrlbuted .to the 0reater famlllarlty of the EIC with theﬁy

prec1se needs oF his cLaent. ‘
factlon levels on- the two other ltems 1lsted in thls seqt1on f =L

leferences befween the satls—n'

readablllty of mlcrorlche copies, and avallablllty of m1cro-*~

fiche . readers

low nractlcal 51cnlf1cance

’

1}
TN

o

2.5 to 2 l and 2 8 to 2 4

are not statlstlcally 51gn1f1cant and are of

respec-

w -

-

[N

“For the non-EIC user would typlcally recelve h1s blbllOf;
~he wou&d be- respon4’”"

and. he would recelve

oo

N k\‘:, -
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L The flnal stage GT thejiea¥bh proces;ras assessed b g
_ ,,the User Evaluatlon Questlonnaare r-fers to- the‘Value of t _
fﬁf Search Outpuu%' The output referred to con51sts of two Separate
“ﬁfproducts .the- %abllography and the - origlnal maferlals prdered
if any, whlch might be elthex c0p1es of Journal artlcles or
_fmlcroflzhe dupllca%es of,ERIC documents or a’ comblnatlon of
-the two. T The mean satlsfactlon levels for EICaand non*EIC
‘\users w1th the value of the blbllography C2 and 2 3) and
vthe. value of materlals (2.5 and 2:2) are so close that the’ ﬁ_
T dlfferences are of no- statlstlca}'or pract1cal 51gn1f1cance.-e5

- .

:Tffffﬂ”f'li.hu‘!.iqa_hj;;” Concla51on'f\"ﬁl '7a'-"*ah%iFv-‘\Xib.‘hu
S It would/apoear.tngz there 1s ‘a - sllght tendency for EIC
“ Tusers. to be mor sat;sfled w1th some aspects of the automated.

blbllographlc retrleval serV1ce than non-EIC users. - -These
"areas of greater mean satlsfactlon focus on the pub11C1fy,about
and dlrectlons for. us:h; the serv1ce‘and ﬁhe qualltyfof the
technology. "EICT users: are less satlsfred than thelrfnon EIC
counterparts W1th those aspgéts of the - serv1ce that»add another
- step to the orderlng process and therefore slows down their
;'recelpt of _the: 1nform\t10n._ ‘This suggests thaQ the Ele role e
_ mlght be most useful~ in the prellmlnary stages of ralslng o
- awaréness and prov1d1ng dlrectlons for u51ng'the service. It
| would appear - that the. 1ntermed1ate stage of search negotlatlon f'
‘.i mlght best be lefc ‘to the search analyst and the. orderlng of °
gi- materlals toﬁthe user. . In that way,umax1mumﬂuse might - befmade
of the local avallabllltv ol the P{C “the- technlcal expertlse ;d?

'.of the analvst anﬂ the enlhu51ast1c.need of the user for.a

~

more speedy dellvery tlme.”-‘.-* PR szﬁﬁf C f_.nV o

[
Loow ]




hOne of the most 1mportant aspects of on11ne search serV1ces el

- ‘g .. . . - ) - M
. S CHAPTER 4 R R
DA THE NEGOJ‘IATION PROCESS IN. QNLINE T
S BIBLIOGRAPHIC RETRIEVAL T

-

LI 4

1is the negotlatlon process that takes~p}ace between the

'*llbrarlan or search analyst ‘and ‘the user - seeklng 1nformat10n.;r"

:7needs known the search analyst must comprehend the request

For it 'is dur1ng tﬁ@t encounter that theJuser must make hlS_ o

and translate it into the term1nology and. conflguratlon that_

L will result 1n the .. successful retr1eva1 of approprlate cita--
_,tlons.l Yet 11tt1e has been wrltten that attempts to analyze_
5what happens durlng the negotlatlon process., The purposes_",!V
;of thlS -chapter, therefore, -are to. reV1ew the 11terature reIef7

fvant ‘to the negotlatlon process, to 1dent1fy the major

:elements of that process as. out11ned 1n.the 11terature, to

apply these theoretlcaL components to actnal negotlatlon

'v~1nterV1ews and ascertaln the1r app11cab111ty thereto, and to'
'rdevelop a ‘model - that descrlbes the component elements of the

negotlatlon process.j The development of,such a model 1s seen

‘fhas haV1ng 1mp11cat10ns for the tralnlng and performance-of _
'Tsearch analysts and therefore contr1but1ng to thet1mprovement

o of automated search services. o - A

. . I - . ° .o ~0 . .
- . .-
L -‘ . 1. . . R s
h L - — PR
- .. Y Vo . S <

\\;)f; . Rev1ew ofethe therature ﬂ:ff;(mlijff;

A E. ) .
'-~\,'-‘1 -

- .‘_ﬂ- .

'”"ﬁ"Though on11ne serv1ces haVe now been ~in- ex1stence for

- more than z decade and the1r growth and evaluat1on have become

the subJect of scholarly attentlon (Fry, 1972; Wanger et aZ

.1976), a recent survey'of 11brary science publlcatlons has

" - .

7lshown that llttle has been wrltten on the negotlatlon process

~ .
. R

Q . J - &
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::between the user seeklng,rnﬁOrmatlon and the search a&alyst o

“working ' at the computer terminal. Wh11e thlS newer fleld has

remalned unexplored howeverf}there ex1sts an abundant ‘litera-

:'ture dea11ng Wlth the more- tradlb{onal form of the user/analyst

:'1nterface the cla531c referencetlnterV1ew ' That 11terathre"‘*

Y;“treats as 1ts major concerns empathy and non- verbal behaV1our°

'ftheﬁthought pfocesses 1nvolved in the negotlatlon ‘and formu-;f]f
Ilation of"- questlons ~the examlnatlon of . the establishment . -and -

~'the- 1nterV1ew _.process 1tse1f 1nc1ud1ng 1ts structure,'and

‘enactment of roles by °the part1c1pantsg'and other—faétors

fwhlch affect the 1nteract10n bjtween ;§§>reference llbfarlan
t

'{-;*i7ﬁﬁ‘ﬁﬁ;selor., Empathy also refers to the ability _:i?*ii??*;p
‘m.:aqu;ih}of the. counselor to respond to the' c11ent : Qﬁ\n;~@$f

-b'J&

.*reduce ‘the anx1ety of the users ma1nta1n1ng eye contact

uare part of reference serV1ces aéﬂ those that ‘are 1nteg§al -—é_“
-to - therapy ‘and counselllng They feel therefore, that an

: awareness of the technlques employed by counsellors would be_
';fbenef1c1al to” 11brar1ans in enabllng them to fﬁprove thelr h.
Jserv1ces., One such - technlque is- empathy,” Peck -quotes Delaney '
7and Eisenherg,,who descrlbe empathy as‘;ﬁf,'«*.;;*}fJ”%j'>fiﬁT;¥e

1and tﬂe user.' It 1s to these areas t we ‘now turn for th ::k
1n51ght they can- lend to ‘the - onllne negotlatlon process.' Z
i s .

[

'”fEmpathy and Non Verbal BehaV1our ;;hipfi'ﬁ_;bidpp -fj 'pg;?;f;,;

e Both Peck {1973) and Pierce (1971) have taken the view-

-

that there is a strong afflnlty between the 1nterV1ews that 1(

. . . the counselor 's ‘ability to" understand BT
R how the cllent feels at any given.moment . Iin Lﬁiﬁj*i«gﬁ
s, .. the counsellng process and how -he feels=sabout ST
‘e s - . the situaticns he is: describing’ to the: coun-'“'“;*‘”*

R
~

SR 1nten51ty ‘of the’ emotlon,exper1enced 1s-«f“

feunderstood by the couﬁselor (Peck 1975
po: 233)? :,> \-/ : RN -ﬂqa" L
Applylng thls to the reference llbrarlan, Peck suégests that

empathy can be" shown to- have effects. 1n numerous wayS' the

Tl'80-as to communicate- that the nature-and -t = '“1: i‘f’
. 2 . -

demeanour of the ‘Iibrarian- at the 1n1t1al 1nterV1ew can3

- . e

'smlllng, expresslng concern can. d1m1n15h nervousneSS'iprac-";ci

.

tlslng a relaxed sllghtly forward-leanlng body - p051t10n ‘can .
reflect interest. Other non- verbal ‘behaviour such as- noddlng_
the head or gesturlng w1th the hands can indicate awareness~i'

o i attentlon.’ T R | A ﬂ?“fkﬁ ST



i'j Plerce adds another dlmenslon to Peck's art1c1e by sug-*fvf

gestrng that "i:%’* FL*-_*:*“f.- G . ‘;I

g:;-; S “..?.-;1;.the 1mport-gce ‘of- empathy does not - Q'fﬂ

4w 7o depend exclusive®§on the empathic ability - | _
- of., the therapist,. ‘but, also on -the. percep- -'3~“T~”':‘Vf

CLexTioT 0 7. tiom of empathy by . the cllent (Plerce, 1971 el

' ,‘ .'.._ RS p,_ 120) . { l b CR . ‘. R L, SR
Q51ng sLXty male volunteers enrolled in an undergiaduate~ CL ;

;7iﬂicourse 1njpsychology at . theéﬁhlo State UanGTSlty,'he carrred
‘)}vﬁfouwian exgerlment o test ‘the relatlonshlp between‘pnx1ety
;and percelved empathy, He - subJected the students to ‘what” he :
1?§=termed an "Approprlate Tlmlng Interv1ew" fwhere ton%nterv1ewer _
;?*' tempted tg,fespond appropr;ately to the stadents Wlth a e
' fj%atement, dia not- 1nterrupt the student or zllow ore than
‘ 'fgveiseconds to elapse), and an "Inapproprlate ﬁ1m1ng Inter--"_
_pifylew."f Therlatter was d1v1d1ed into’ three perlods.athe f1rst :
fﬁf_perlod of two mlnutes was similar to the "Approprlate Timing -
’{~frInterv1eW'"-the second wds marked by interviewer - 1nterrupt10ns:h
, 1-fw1th ‘a statement every five- seconds for flve mlnute5°11n the -
34_:gth1rd perlod (flve to elght mlnutes), the, 1nterV1ewer d1d not
kvffrespond to ‘the student for a flxed perlod of twelve seconds -r;f
- afger the last utterance of ‘the student.3 Plerce ~ourd- that ,;lf
Loal hough ‘the tlmlng of statements was not a varlablo, there h
: iwas an 1nverse relatlonshlp between anxf%ty generated by'the ;;.i,
ﬂﬂ7;"1nappr9pr1ate T1m1ng Interv1ew””and percelved empathy Thef
gﬁflmpllcatlon for.. reference 11brar1ans is_ that percelved empathy:
;ﬁ;would Légd to. greater/user satasfactlon Wlth and an 1mprove- '
'qﬁmentief\the 1j brary E serv1ces.' S B
SR In a so ewhat S1m11ar experlmen reported 1n detail,
. F'Matarazzo and. Wlens (1967) hypothe51 d (and valldated wfth'f-'
?_ 'reported P values of 001) that if the’ 1nteIV1ewer waited -
~longer (or shorter) than usual before respondlng to the user s |
ﬂ'd_last cqmment the effect would be an 1ncrease (or decrease) 1nf
" the user's own reactlon tlme to the. 1nterv1ewer. C1t1ncr other'
f;e‘51m11ar studles, they . extrapolated that .when, " the 1nterv1ewer 'S
”J*:"speech latency" (the reactlon time before re5pond1ng to “the
_user‘s last utterance) was shart, - this, together\W1th head
a.p’noddlng and ‘saying ‘‘mm- hmm,”iacted as "social relnforc1ng
“iy*stlmullm\and led to the perceptron of a-more p051t1ve attltudeﬂ

" RIS+

~oe ] . . X .. -
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by the 1nterV1ewer,'and hence greater satlsfactlon on. the p%rt

of the user with the 1nterv1ew i e . .
—ff’ In another experlment to test the effect of the quallty _
£ of a reference llbrarlan s,lmmedlate and non 1mmed1ate verbal-f;i
T nonverbal “communication on user satlsfactlon, Gothberg (1976)
_ 'advanced three hypotheses. 1mmed1ate rather than.non 1mmed1ate:
h-'verbal nonVerbal commﬁnlcatlon by the 11brar1an would result ‘
- in (1) greater user satlsfactlon Wlth ‘the reference 1ntery1ew ":
(2) greater satlsfactlon w1th hls own performance in. the - nego4“
t1at10n of the reference questlon and - (3) greater user satis- - .-
factlon w1th “the 't ansfer of information. U51ng the 1mmediacy7‘*
pr1nc1p1e emerglng f%om the 1hve5t1gatlons of Mehrablan and R
~*his. co workers "a measurement of the construct'"satlsfactlon""
- u;ed by Van Kaam. and an. ANOVA computer program to analyze th63
f a- da a,. she fonad that the flrst two hypotheses were supported S
by the reeults but not the thlrd She suggests that more s
frequent 1mmed1ate'rerbal nonverbal communlcatlon Wwilk %}crease
the leﬁei of the ﬂlbrarlan's 1nterpersona1 functlonlng, ease - .
the frustratlon users,often encounter in the1r~search for infor-

/\,

matlon, and henCe 1ncrease thelr satlsfactlon W1th the 11brary s

B - R
. : - Lo - o ‘-»‘ . -

-

'fﬁ,'serV1ces.;”;;%.ZJaq#5’~~:f.L'ﬁ’;~té;.; .on;;,:“

_-; i} Boucher (1976) also 1nd1cates concern for the frustratlon
exper1enced by 11brary users and empha51zes the 1mportance of
nonvenbal communlcatlon in. allev1at1ng thls. She puts users L

'1nto four‘ba51c categorles._the g%st skeep, the zrate p&tron;° -~
the habztuaz user,]and confzdence personzfzed and. suggests
that. llbrarlans 1nstead of belng in the‘"Preoccupatlon Mode"'f;
should find themselves in the "Ava11ab111ty Mode"-more often '
if successful communlcatlon 1s to take place. She ‘defines

T the two, modes .as follows _ e

_ : Preoccupatton Mode K . Avazlabzlzty Mide

Jl Arms across chest SRR Arms relaxed .not coverlng up body®

. Downward gaze so no eye-]'i,f Eyes ready to,contact those ‘who -
contact p0551b1e g [Wi-f" ‘ente’ N

: g, L :

. Frown of concentratlon,‘ai ‘VSmlle of greetlng, relaxed- mouth

. firm mouth R ~,f;ng_ eyebrows llfted in attentlon v
Hands busy w1th bboks - " 'Hands’ relaXeQQ\ 7 o 3
Paper, PenC11 telephoneffi-ﬂ..,-_.fz~ S rn';zngpdkgf“ﬂﬁ1fg,f\,

Turned or. leanlng away,..
hpad bent down pdn;{i B : e U
_ERcChlnd desk. "“'““, 4_:5_W1111ngness*to leave desk Lo

KR ST e T e T e T S

-% Leaninh forward head ‘up o




5“'.

o ,..\. )
'

T as f1nd1ng, in his Teview: of studles doﬁe,

To contact and Inform the user successfuily, the refe_-w_,

- ~

P :
renge llbrarlan needs to bg sk111ed in: the art of communlcatlon,

H'the nonverbal aspect of Wthh though extremely\1mportant *15

often overlooked. - B N N

Structure of: Negotlgtlon -ht,jfﬂlﬂjgti';T ;Vr : >f;f:

\ Although very early in- her artlcle Boucher does make i
ment1on of- the tr1part1té nature of the negot1at1on process'ﬁf’
1tse1f it beglns Wlth an acknowZedgement moves 1nto znter-p

actzon,-and concludes Wlth an szormaZ closure she does not

develop ‘this perspectlve in her art1c1e._ Gothberg (1973), LT

however conv1nced that the negot1ataon of the,§eference 7
questlbn is one of the ajor problems in. 11brary communlca—f?"

-the nature of the 1nterpersona1 pchess,_partlcularly from 7
-'-the perspectlve of Martln Buber.a Tﬁrnlng to hlS View of the =
a, 1mportance of 1nterpersona1 relatlonshlps, after ‘an examlna-!""

4,t10n of the 11terature in 11%gu15t1cs' klne51c research and

~

‘Inforz?tiﬁn and transact10na1 theor1es,»she notes that "a: few

R

‘thing: stand out”',the att1tudes and . feelzﬁgs of the - helplng ‘:

Jiperson are more 1mportant than hlS brocedures or technlques,

'and the way ins wh1ch.h1s attltude and ﬁeellngs are percelved

”wmakes the cruc1a1 dlfference.” Taylor Q3967) s then C1ted
/fh:t ease of access.

iﬁto .information is more . important to thefseafbher than. the

P
-

“fqual1ty of that 1nformatlon. S . :
Taylor (1967} in cons1der1ng the negotlatlonnﬁrocess,
d;states his- concerntw1th two phases of th1s interface between
’f11brary svstem and llbrary user. and ‘has advocated a2 more
_;_dynamlc (1an1ry or1entedl‘;ather than. a static (object-'
“Lrorlented) approach to the structurlng of the 1nteIV1ew. He

z;}suggests tﬂat with regard to the first phase, it is cruc1a1

to attempt to: understand what a questlon is, and 1dent1f1es
_four»levels or stages of questlon formulatlon,_ He however -

@ffcautlons that these levels are not separate,.but overlap and

;should be thought of onlv .as convenlent p01nts along a con-,
__t1nuum. The levels are (1) the actual but unexpressed need
'Lfor infbrmat1on (the<vzsceraz need), (2) the consc1ous,?

tron, belleves that the solutlo lies . in - an examlnatlon of _}f:

3.



L2 _'< .

. often cannot define what they want ,

Wlthln bralned descrlptlon of the need (the conéczous need),
(3) the formal statement of the need (the fopmalzzed need),

(4) the question as presented to the 1nformat10n system (the.-‘

compromzsed need) .

Z

Unless the 1nqu1rer knows the 1nformatlon -
specialist well, he is inclined to pose- hlsfi' :
. first .question in positive.and well- def1ned.n_'“
terms, even to. the point .of . speclfylng a o

;,partlcular package [level 47].. . “The - . o
skill of ‘the reference 11brar1an,rs to work""c:;.lg;

. with'.the inquirer back to the . formallsed TN
" need [level- 3], p0551bly even--to the .con> - . : "
sciaus- need"Llevel 2'Y1;-.and :then to- tIanslate e e T
SR

these ;needs 1nto a useful search strategy
(Taylor 1967 9) . ,ym LR,

questlon passes., From 1nterv1ews wlth 11brar1ans and 1nfor-*'

-7* matlon speczallsts Taylor plnp01nts f1ve _ (1) subJect def1

_ n1t10n’f(2) ob3ect1ve and motlvatlon of the user, (3) personal
"-character15t1cs~o£vthe user-'(4) relatlonshdp of 1nQu1ry des

answers e

'ﬁf*~cr1pt10n to file organlzatlon, (5): ant1c1pated+or acceptable

e

’

The - first: "fllier”»ls concerned w1th prov1ded the
11brar1an with a general de11neat10n of: the Subject area of

1nqu1ry through feedback the second, Wthh most 11brar1ans |
-felt was: cruC1a1 to the success of any negotlatlon ‘and conse-7 =

quent search stems from ‘the observed faCt that while users

3',need it.
the usersand 11brar1an .formulate aLbetter understandlng and
clar1f1cat10n of the user’ s need. The thlrd the personal

background of the inquirer, 'accordlng to’ Taylor
. may well.detérmine the urgency, the.?‘i{f%,,jf~"

sz ‘.
A -

Thls stage further qua11f1es the subject and helps

--strategy-of the negotiation, the level of

" any dialogue. and the. cr1t1ca1 acceptance o

;ﬁIn”short
_process.’

. of ‘search- results (Ibzd D. 14)

The second phase of'the process of negotlatlng the ques-f~~
tlon is the 1dent1f1cat10n of the "f11ters" through Wthh a--;;gi

.:__‘,.,~

they can dlscusg why they

1t is.the’ context and env1ronment of the entlre—"

Then the reference 11brar1an translates 11nterprets,:}¥

.and restructuresilhe questlon so- that it fltS the f11es as

o they are organlzed in the»llbrary syste .‘/Flnally, ‘the user
h;-can be made aware of ‘the capabilities of both the 11brar1an‘;

\‘l

¢

< . .



and the system adjust his. search strategy in .the- process
place 11m1ts of ‘time and size on his - 1nqu1ry and p0551b1y

alter h1s expectatlons of. acceptable answers. &

=S ’Taylor sets .out to show that the negotlatlon process,
\:ﬁln its. best form is structured and can be analyzed .Once h_';

"¥the structural elements are understood they can be ﬁSolated e

"f(and even further broken down) for fruitful anaIysls and the

"ﬁ_eventual 1mprOVement of reference 11brar1ans and 1nformat10n

: f;}gles,_and in’ selectlng the kind of answers requlred in - . L
"73jreference Work is needed to 1mprove the teachlng and: practice -

“;“ngent thought productlon "the Operatlons most relevant to R
" “the reference process” (p- 310) In convergent productlon E

:*SpeC1allStS., ‘This would lead to a better understandlng of
,thelr role and therefore greater eff1c1ency and effectlveness '

<

in serving ‘their various publics. 0 . S

'Open and Closed Questlons ‘zTLQT-dr;f
ﬁexll'T1975) clalms that although there 1s~a fa1r1y
ffaccurate notlon of what happens dur1ng the reference process,v.
f&there is. Ilttle 1dea of  how it happens. He' suggests that a'fp
7know1edge of the thought processes 1nvolved ‘in- recogn1z1ng ~

types of questlons be1ng asked 1n formulatlng search strate-

L |

-reference serv1ce.“ One: model that he feel parallels thlsi'

fﬁprocess is Gullford's Intellect Model - B
An 1ntegra1 part of thls model ‘is.. convergent and d1ver—~

-

'.operatlons loglcal recessz,zes are generated from glven
.1nformat10n, and in d1vergent productlon operatlons, loglcai
posszbtlztzes-, .Fhe cruC1a1 dlfferentlatlon of 'the: two klnds
_of operatlon ig that the kind of response 1s completely spec1—
- fied in convergent productlon\and not 1n dIVergent productlon"
(p. 313) Fluency, flex1b111ty, or1g1na11ty,~andsthe ability
-to.- elaborate detall are ab111t1es assoc1ated“w1th the former,ﬁ

vwrwhlle the draw1ng of deductions that are’ loglcally tlght from .

iifdetermlned by the~ glven 1nformatlon) characfbrlzeifonvergent

":?ﬁthought processes 1nvolved to emerge‘w1th a’ better defxnltlon

N

-glven 1nfbrméf10n (the deductlons are essentlally unlquely

lfjproductlon ablllty—‘ The" reference 11brar1an must be- able to_f -

!ﬂengage in, both forms and*mdst therefore be aware’ of the;'” ;:jif

?of'the problemﬂ~ S e Hi7' :hfh;.“

Q o
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In concrete, operatlonaI‘terms these two types of.

55th1nk1ng .are what K1ng (1972) ‘has categorlzed as "open"'anda’
- "closed™ qhestlons,_ She advocates that the understandlng of

the * user's request and the supplylng of the 1nformat10n _
requlred would be 1mmense1y fac111tated by a- more pronounced

-

use of one technlque -- the" use of the ""open" questlon.

~

- "j' Questions are -open when the response is left . .
- up to the respondent when they cannot be ., ~
answered  "yes'" or '"no'. Example: "What is‘. = °
it that you want to know about soft contact"
lenses?” . o

Questions are . closed when}the respondetth N
er :

-dqes not have agchoite in his response/

*7" . than. those provfﬁed by the. questioner. Two Tt

i g;-._qﬂqoeneral types of c¥esed questions are’, those"
...*. . . which may .be.answered."yes"_or "nqQ" and = .;

STl Do you want a b1ography?” (yes or no).

- who, ﬁhere “but ‘the most 1mportant is. ”why. - For "closed"

'Role and Status Relatlonshlps *J“ ‘3j

- "Do you” wantgbooks or_information?'". Efor;ed
choice:. books or 1nformat10n) (Klng, 1972

S

Wgrds that prefaée "Open"'questloné are._”what/then,-how

s

S Jﬂtho%e which areé forced choice. Examples: - -f;;;/e-”

T p.- 158). ot R » S

TN

questlons "the ‘tools of‘cross exam1nat;on &—"15 do can -
willi'™’ are usually the words at the beg1nn1ng<of the quest1on.€i

‘On - the major assumptlon ‘that. good reference 11brar1ans have .
'to be good interviewers, ”the open" questlon, whlch encourages
the user to talk and allows him rather than the 11brar1@§\to
shape the request is’ of prlme-lmportance to the successful
conduct of the necot1at1on 1nterV1ew - ' -

The 1mportance of understandlng the part roles play 1n

the communlcatlon process is another arga that has recelved 53

‘some attent1Qn Gothbergg(1973) states than in "an organz--ﬁfvﬁ

’asatlon such as a llbrary,{there ex1sts a structure of roles

‘tied together by lines of communlcatlon" Ep. 13).and 1aments

the fact that the present 51tuatlonj1s one in Wthh nelther
the ‘role of the llbraiy nor that of the 11brar1ag as clearly

*

-_—

_deflned. Thls resqlts ‘in role confllct when- the’ 1nCumbant -éﬁ“*

Q

‘.;1s notsable ‘to Fulfill rg}e expettatlpn§freallstlcallxl_1s
'hunhappy with his image of’ the, role or w1th-h°‘

'rcelved

-

image of, hlmself in- that role.- B
A Tl - r



}o

htherefore patronlse them, gl

Thls V1ew also flnds support in ShOSld (1974) and Horn 3}7

’f,(1974) - These authors tak"the position that nelther the
librarian nor the cllent Know what to expect from each other.:?ﬂ;

As a- ?;%elt of the confu51on of the1r prec1se roles, 11b-ar1ans.~
o ﬁ>resorted to conCeztlons of -users as "patrons// and
}ng them what they want regardless

have

of other issues 1nvolved f B o .,;.7.» o :
Accordlng to: Shos1d (1974) thlS confus1on 1s fdsteredL

by the open-endedness and unscneduled nature_of the reference

-encounter the. rack of ‘control on the part of the 11brarlan, =&r7

“and the concomltant need to establlsh relatlve status, The

‘author clalms that the reference llbrarlan is. thus placed 1n.

,_*a s1tuatlon whlcb'Goffman descrlbes as. 1eaV1ng

. . the performer in’ a .position of’ not L .

- knowing what character he"will have to L

‘project from oné.momént.to- the next, - il
'};maklng it d1f:1cu1t for h1m tfo effect a .

ER

S -dramatﬁ’glcal succes§ in any one of them LR

_ (Sh051d 1974 P-- ~270) o ) e _
Sh051d also’ suggests that the sex of the*user 1s another varlef{j

f able in both 'status - and deference patterns 1n the 1nteract1on.srl-

the role is 1nf1uences the Judgement of the user regardlng the

Ctime. avallable t0‘"neoot1ate" the request'“and most 1mpor—_-7

~rrence llbrarlan 'who often receives no feedback whatever on ”'g>;

In short m1s1dent1f1catlon and7or d1sagreement as ‘to what

llbrarlan 'S, adequacy, his own satlsfactlon, and hlS dec151on

J
I

.;to use- the service in the future. =~ Cn

) The amblgulty of the s1tuatlon .in which the reference
librarian and user .find themselves is also 1ntens1f1ed by -
the dlsparate and often competlng combination of functlons
that comprlse a reference Service. These 1nc1ude the demand

for reports . .and StatlStICS by the admlnlstratlon who tend to
think of the organlzatlon of‘a llbrary as if 1t were only

._open durlng normal.worklng hours (Horn, 1974); the- amount of.

;tant ithe lack of objectlve measures to Judge\effectlve

-ZserV1ce, both by the ‘user who tends to Judgeglt by - the rela<

“tive status establlshed durlng ‘the anterv1ew , and the refe-'

P- -
.the effectlveness of the serv1ce prOV1ded._ : .L:;;ﬁw_v~;




' "QlSummarY .::_T:"?'ffi- . 'f'Q"f ST ﬁ.'. 'w“
» o Although there 15 as. yet a general lack of materlal
_treatlng the~ online negotlatlon nrocess there ex1sts some -

- - s

g

:f.llterature that examlnes the trad1t10na1 reference 1nterV1ew~
'7The main aneas that 11terature dlscusses have been con51dered }p
: here.- These were nonverbal communlcatlon, the structure and =
'?'thought processes wh1ch underlle ‘the 1nterv1ewang process,”'_

‘ and the establlshment and enactment of the roles of the par--"

)p"'t1c1pants.- IteremalnS‘for the fOllOWlng sectlons of thlS chap-

ter Lo examine how adequately these areas- descrlbe the onllne

fnegotlatlon process. -

- .".s

j{;f,f_;gﬁi De51gn of the Study lﬁf‘?-? *.'“l}_;] f_l/f
) :a}_ There are: basrcally two ways ‘of generatlng understandlngs
el of what happens durlnv a glven process. One method is to use,
jf‘f prevlous llterature ‘and concepts that others have developed 7
‘ to determlne whether they explaln what is g01ng on. .The other '
o approach is to. study the . data to see if there: are regularltles
"*_‘1n 1t that allow one’ to 1dent1fy new 1deas that perhaps others
ERSURE have not noted On the one harid, .the researcher 1s trying to
o see “if pre ex1st1ng 1nterpretat10ns can 1llum1nate or explaln
;4Fﬁ what 1s. g01ng on durrng a process. On the “other; the research
- s attegptlng to generate new'ldeas or theories (Kerllnger,
~-1973 Glaser and Strauss 1967) This study uses both methods
- on the assumptlon that dl‘ferent perspectzgps usrng dlfferent'.
| :conceptuallzatlons can lead te a better*understanﬁlng of the
f@;' process in’ quest;on. ~Such an 1mproved understandlng, it is
?%3 feit w111,contr1bute to. more\effectlve tralnlng programs for -
search analysts and better-negotlatlon 1nterv1ews Wlth users;.j'f
Lol This~ study is malnly an exploratory,one. It uses com-.i '_
paratlve analysrs of: negptlatlon\lnterv1ews w1fh differenﬁ fftjxl
types of c11ents ‘in order to maximize. the)varlatlon between ~
o contrastlng data._ Vegot1ﬁt1on.1nte V1ews were. dlchaggplzed
R 1nto academlc and non- aCademlc (see Table 23) rep:esentlng
‘the main roles of the.clients of“the Educatlon“ﬂ Informatlon
Sy tem for Qntarlo.r These 1nterv1ews were further categorlzed
by ‘the’ sex ‘Qf* the user follow na-suggestlons i the lltera-fa

ture that drfferent relatlonshlps mlght occur~w1th a; glven as;§t

e

. o
- s . s . 'S :\\

L

\,-' . . - .. o e Lo . . " ; N . e T . a
o - , LR S B e :..“s

P
"

N

'"._': j - -I: -‘--E-.'_;’ . .-‘-._.".‘. ‘ A ‘ 5 8 :" ".- 3 .



oo : a" ‘ .. . ) . . \( - . i : . »
- - : oo : ' o - C
. - _ﬂ’, ’. = : . . E T = B N — -
. e '\\/ . TABLE 23 3 < Toe M
‘ " o EISO USER SAMPLE SELECI‘ION T 2-. ; i
. Characteristics - h , N - ._\_S&mp_le. o
Vs R - - - . — 4 i ;‘
User -Chdractefistics R . - - B s L
< M - [N - i i ’ . _.
E ' Type . ) New" E  New'
A ) - h | ‘. . ] - .- ’ ¢ ) ’ . L ’
' Role ’ Academic? Non-Academic? )
-~ Sex - Male Female_ ‘Male Female = . -
i R e
O e a2 o e
. i W& ‘ s '
. Pile Characteristics . S
~ . - .o v e B : . . .
L = Total humber bf_ - coo g
o -files in éach 17~ « 11 - 9 AT AN
category ' ’ ' Taon T
. N I - - s . ;‘ , = . :
Z~ “Number .of flles _ L A L o
~in each category - 5 - N o
- ) o o || 6 ) . - S 2
RN contamlng all - T R ol : ‘
. *.._ . Trequired irior—>. - - L ' ] A
~ - . . - ' mation e ] IR : ) s
N T % . ’ o~ N T . e - < . ) -
- = — - -.:" 2 =7 . = - .
- - 'No complete data sets were avallz‘:r‘ble for repeat users.’ ) )
-_ o §e.g-, OISE _‘ : /'_ i_ L / A S Tt .t’-,,"{: .--:'_..' & ’
S ﬂ'e,.’éf, Government adnu_nlstratlon school 'board menib T N -
B S -0 T . - - SN _ '
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. -reference 11brar1an because of the SOClal 1dent1t1es of men f_r

‘and women.¢ Although . the total number of users in each of the
~four cateéor1es, male and’ female academ1cs and " yon academacs,
wa's - 17 11, 9, and 7y respect1ve1y, substant1ally iewer user
;flles éontalned’all the 1nformatlon needed (transcrxbed

'_negotlatlon 1nterv1ews, Search Request Forms, returned User

”Evaluat1on Quest10nna1res) for ana1y51s. The f1nal selectlon s

-

'_cons1sted of one randomly 'selected -interview from each of _the

‘four -categories. of’ users for whom complete data was ava11ab1e.a,

A .
- e

- N Method of Ana1y51s

.

'to reference rﬁterv1ews were 1dent1f1ed It was felt that

~ . In the Treview of the. 11teraturei§ma30r concepts relat1ngv_

‘because negot1at1on 1nterv1ews fo'r- on11ne 1nformat10n retr1eva17

-

“fcould be . con51dered 51m1lar in many ways to the more trad1-'
tlonal type of 1nteract10n between 11brar1an and user,iand
_because 11tt1e ex1sted descr1b1ng the onllne process the-
11terature treatlng the older topic could be’ app11ed w1th some
-Justlflcatlon to the more recent one. ) ‘
Therefore, the first ‘task undertaken was a rev1ew of _
;the relevant 11terature to. 1dent1fy the major concepts that'¥
*3m1ght be' appl1cab1e;” The areas that emerged were:. empathy
and nonverbal behav1our, the .structure of the negot1at1on

(1nc1ud1ng -the "use of open and closed questlons), and role L

and ‘status: relatlonshdps "For these concepts the methode -~

N

TNEE\ENa1y51S'was a count1no scheme to d termlne how frequently;,'

extent to which that variable occurred in the interviews was
measured,lan attempt was made to. account for the dlfferent

.\ .

levels of occurrence.» O S : S

- ::pr"_- T Descr1pt1on of Flndlngs'

The Necot1atlon-Interv1ews

aJ User Ao T I L . S
; - A Master of Arts' student in the App11ed stchology,

EN

L.””-each &as used in the EISO negotlatlon 1nterV1ews.' After the c

User A approached the search analyst Zﬁ the early stages of p. ;h
h

formulatlng a toplc for h1s master s es1s. ,In answer to

oL T Y ~°

. -
P R .
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what his subject waspab'“

S s

At thls p01nt the search analyst makes her flrst 1nter3ect10n

Even from thls brlef excerpt, a number of things stan& out.

thefsearch analyst's

responded

'é?" +U A/Rl* My study will-involve children of
s . - low social - .and _.economic status. .
There will be “two groupsggone‘cbh-~
» -trol ‘and the other experimental.
- -~ The experlmental .group  will have .~
oot o low self- concept of ability.. The
> . control group will have: hlgh self-

o ‘concept of. ablllty. ERRTE s »ﬁ-: o -

- . N -

‘e

and ‘the ihterview proceeds as’ follows.

$SA/Q2: <Jhis is of tHeir own ablllty R
- 2 o generally7.. - . . SRR

e U~A/R2: T Self- concept s how they sée them-':
‘.-" . --% .. selvas in relation to. the kids iIn ... .
T ._—- class, smarter or dumber.. My- e .o T s
: hypothesis _ is ‘that the ch11dren B
with low se&f concept of ability < .
. . are more. llkely to perceive a dis-- - .
* - . ' tance on-certain dimemsions between ' L S 1
' themselves and-the profe531onﬁls i 3{{;‘_- >
they come in .contact &ith than ~"ﬁ"-f$" N
Sy childrén with high elf concept$~of S0 T
- o ) ablllty. - . - - e T
" SA/Q3: 7They re more 11kefﬂ to ‘be . in awe of ) o
R V;eachers and“docto s and such?. = .- Y

s - - U-A/R3:° They see a distancé between them-’ﬂ o .
Ty selves and profe551onals on certain - N

e

- 7- N dlme351ons._ That s ba51ca11y 1t,_. T

4F1r$t the analyst 'S prlm@rv task 1s to deflne what thes user s

ﬁ'search toplc is about. She does thls by asklng a general
;open, exploratory questlon whlch e11q1ts an overV1ew of thz
»_toplc from .the’ User (Respdnse 1). - The: topag ‘is - a faLrly

':defznztzonal questlons (QZ Q3) to: make sure that she knows
what the maln,conceptuﬁl components Of"the ~topic are. Though .~._:
:the user;may feel that, he has ‘done an adgguate Joh of explana-
-fioniandfmav even\be ‘prepared to- termlnate the rnterfLew soon™

speC1allzed one ‘and the search analyst ‘must, ask problng,

after~it,has”beg1n (see RS),,the search analyst feels the need -

. . : g
to probe furtH@r before plannlng.her search" “ATe you concerned "

g L T e LS e e T,

. : T f S _ .

" tyger A, Response 1.- SRR R R TR
Z;;u‘QSearch Analyst,,Questlon 2‘?'f-;'7.""“f A '.

T . - e T - D . : -

* \ Y - F S S S .
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’At this p01nt

w1th profeSSLOnals other ‘than teachers”" {Q4) she asks. —”Arei

You making up ‘your own. “$cale or u51ng ‘one ¢hat already ex1sts°"“”

(QS) she contlnues. She determlnes from hlS answers that he
;s 1nterested in doctors” and lawyers as well as-- teachers and °

'Jthat he will. be using a self: anchorlng scale;flrst used by

Kllpatrlck (R4 and RS) . The analyst querlesﬁthe meanlng of

a "self anchorlng scale (Q6) The user explalns
e U- A/Ro " What I'm g01ng to do, is: dsk the _
pom T .. child to thdink about ho for: herf“"
_ ;,yvr, o ' is on the. 'top end of ... scale on-
T « - .- the  dimension and.wx s on" the S f* K
o - ™ ' bottom end. ‘Them:si. . given - '

»+is to-place on the scale so that B
eventually I'll find - -out where the
child sées herself.in relatlon to o o

w T - R \the profe551ona1 Coe . _q,
the search analxst relterates the toplc in herr,
'own words ‘and beglns to thumb through the - thesaurus of terms.

used in Psychologtcal Absuracfs looklng for” approprlate des—”
'cr1ptors“. As she does so she seeks conflrmatlon or rejection

of Her cholces through a series of closed questlonsl She—\lso

beglns to explalnnher ch01ce of . PsychoZOgtcaZ Abstraa@s as. the .

- data, base she w111 search descr1b1ng 1ts'features and those

,-7_: . R “_: people 1nclud1ng Hersc¢lf, . whom sheaj,_5'

-

of‘automated searchlng in general.h As she proceeds to 1dent1fy

1} ‘synonymous terms for: the major concepts tHat c0mprlse the top1c
' ‘and suggests these to the user, the ™ user contlnues to delve_y‘;'

with gr6w1ng spec1f1C1tv into his, toplc descrlblng the research

-

é““'ﬁohlow up StUdleS.; Further

‘,place through- another ser1es of ,
'2_-rch analyst, feellng that she-. 1s'

coming to grlps w1th th_'*oplc,;spends an. 1ncrea51ng amount

of tlme explalnlna;the lag 1c of search strategles and the

.formats_@n whlchwé%scriptors may’ be entered at” the termlnal
‘She pre:%ces some‘of ner remarks by empha51zlng “the 11m1ta--f

tlonSnof*the§§ystem~"iJConﬁectlons between the concepts you

,ask for ‘are very hard to- spec1fy,_$o you may get .a. lot’ of
'odd references. i The 1nter31ewlconcludeSVW1th the Search

;'fe whether the usér would be’ 1n-?"

'de51gn he proposes: to use, and ;hexééchnlques he w1ll employ for
ana1y21ng hlS data.v Thls_lncreasing deta11 and exactituderfu,-f

< -

C gt



-analyst telling the user when the search will be .run . and when.-

-

'jlterms for the topic's main ideas. .
ranked selves " "descrlbed selves,_;-

he-may.- expect- tO~TeC61V%whls blbllography.ffnj—ni—
From her interview with, thg¢ user,

At

P

the analyst construc-

ted a search Strategy ‘the next day that'comblned synonymous_

‘were "

self-concept'

:ab111ty,

role

adequatelv reflne the toplc..
recelved a’ blbllography contalnln0 136 citations.
'Vi;much of ‘the materidl 1nterest1ng .but.not relevant..
the user expressed hlgh satisfaction with® the search
gnalyst and the fortv mlnute negotlatlon 1nterv1ew he had had

less
3>

"w1th her.

f
User B ’.

A

n1ne mlnutes.

career

professaonals " stereotypes 'and

In a11 n1nety one search statements were - needed to =

P

.'1
~

1
A : . o~ v
P T ..
. L . s - .
P . R - .. .
1 e T -

»

. - - R . | -

At the end of a week the user
He found
Neverthe-

.open questlons e11c1t1n0 ‘the- céneral natu(e of the 1nformatlon_

reques
N s
Ny
.*;_'f; K v
- DN
S
: LI
! -

t

-

*f;§A/dif;

jSA/Ql;V
U-B/R1::

U B/R

© . in elementary 'schools. .
‘looking for is: What does research R
_say about the influences of library - -
practices related to the number of
',books read by k1ds7' L T

'Vhat sort of practlces d1d you have
nknvnd’ . _ : . - -

. ve . .

hhat is your tOplC about7'
It has to do- with- 11brary serv1ces

What I'm

L-

~Well)-at one time. I heard ‘a speaker

from the UnlverSIty refer to a. study,"

or three stud:és it mlght ‘have been.
.In ehe .case the kids- went- to the . }
‘centgal’ Jdibrary to-pick -up books, in’

.another case the’teachers brought: the . .
‘books back ‘to ‘the rdoms and left" themlf__””

for kldS to take -out; in the th1rd

B case, "the one: that intrigues me, the

teachers brought'the books- to- the

frpom, created displays, and gave book_

1Ks,  As .I-recall, thls last-case -
resulted 1n more . kldS actually read-:

ng." e 1.

This ‘is really re1ated to the negOfn.

t1at19ns with our school board The

- £ M

H\'f*'

63T ]

APE T

- elementarx\teachers want to- negotlate e

AN

The second 1nterv1ew to be dlscussed 1asted approx1magely
It began-in . a 51m11ar fashlon to the flrst w1th

The maJor concepts 1nc1udedﬂgf?*

: .
"N S
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The content and reason for the search having been arr1Ved:71r

LN

et
o

~

Lo

L U3 B/RS

"SA/Q3: ff
”‘f”"'f uy-money could be  saved*afid work dis-"

ilf find out.whet

~ \ ; s -t N R L e ..\-. T A

- to Have llbrarlans deslgnated abOVe,,4~,_yvuﬁ:7ﬂ
'-fe«~wf5»~~rat10~for—theéschool‘s -allocation - oot
: :

m really trying to
r we need school . T
“1ibrarians and what alternatlve.'g‘. AP
practxces we might con51der._”.;£:ya$ﬂﬂﬁ_'“

:So you're- Iooklng for ‘a.way that "_5;:}

of.staff -and

.tributed . an& stlll produce p051t1ve'

reSuIts°-ﬂ , L 3 |
That s. rlght.,“ Co _.¢§h ' ‘

;ﬁ‘g at- falrly quxckly, the welght "of the. dlalogue now sh1fts to the
earch analyst who launches into-a descrlptlon of the system.,¢“75

—

SA_- '

RS

‘{Agaln, she caubaons the user. about: 1ts capab111t1es.z_hT‘

‘It's g01ng to_bé 'hard to get.at the
Jnotlon of taklng ‘books- to -the.cldass3
"room. : I 'don't think there are des--
cr1ptors for that, [She searches

- through= the Thesawrus of ERIC Des-
eriptors.] I'11l sﬁow you what I'm S
1looking- through . - -

There £ollows'a detalled explanatlon of- the use of descrlptors S

1n formulatlng search strategles.

of*closed questlons and answers 1n wh'

&

A lesson in Boolean loglc is followed&by ‘a rapld exchange

.ithe search analyst has

cr1be the ma1n concepts of hlS tOplC/ She‘conflrms %as ch01ce -

or suggests new terms._i o S ,hukf o -
< e T U B‘z Here we. go w1th "elementary school
’ , _QSAf .That. would be: a good term. probably.ﬂ- _
- L U- B. ;h*éulerary programs?"”'"lerary role?"“’ -
SA:- res. "L1brary C1rculat10n is a good'_" |
- too,:I tk nk ‘We*re .not going to
, T ‘one that%s: perfect but can
s B put down ones that look useful S
| f, U-B: There' s school llbrarles.; g f% _ ‘7”;.%;’.u_
' R SAZ . Sounds Klk 1§i§§lt "elementary S
; . g school: 11 mlght be better.'ﬁ;'_ S

e«

R 64

“f}f_'i' Eﬁ;j

f'How about "llbrary 1nstruct10n?"

~That would go more with the 1dea of -
-~ a central 1library. I #gink> If it =~ =
was done - 1n>the classroom and the _
teacher wasdthe main person in charge,

-/ there: probably wouldn't really be
"anythlng major enough to. be called " (,

1nstruction.",;d§ .

- L .
o~ - R o



- ‘;.._’ N Al -_ T . I~- A S . R .- . . - PUNEEE

5?1» V1ng eXhausted the llbrary’related qoncept the. ihterview "

"5Tfiur£§”EBTEHE“&éfIﬁItlonaof staff "des1gnated above ‘ratio.’ fff”_fT“’”

o Wlth that deflnec, the search analyst draws the 1nterv1ew to .-

- a close by referrlng briefly -to the cost of the: search and' .
'assurlng the user she: will o’ her utmost to see he gets hlS - i;

) money's:- worth. A *Tfo'f ’ ~.°“,' . .ft. - :ﬁﬁﬂ'
;geij, : From the 1nformat10n galned in the/{/terv1eW‘the searchﬁ*r"
o analyst created a search strategy th retr1eved &4 c1tat10ns. '

-
The user rated hlS satisfaction with the 1nterv1ew the blb-. Rt
l1ography,_and the or1g1nal documents he ordered as- hlgh and fﬁ'
| eappended an add1t10na1 co pllmentary note to his” returned 1¥fji“7a;?
‘gf;a evaluat1on questlonnalre. S ._1{;Q.;71 AR IR ;4
Zl'sfez"-Q' : ? A _' '_ L R fg. i . &,_
1ﬁj;" _ k;isA: o Could you tell me someth1ng about the .
ST _topic you're 1nterested in? ’, '
CTe . U-C: i ‘Basically, I want to know about’ com—”' L
’ s 77 . puter. .assisted 1nstruct10n.. _ ) n
SA:  Okay. . ) S
t-U Ch_a The success or fallure of it. - o
fSA. @;;' ‘When we made this. appo1ntment you . . fvt'
- _said that the-*foundation you are with
- “is for the phys1cally hang1capped. N
S . at rlght” o . IR R
g - U-C: ; ., It!? sgma1nly for cerebral e L
o D ied ch11dren. S ST
- SA: - ° Uh-huh. - . --s;‘L' o T
: "“y-C:. = _Nén- »erhal kldS.”' L I )
'?SAJVp" nght.” Would you also be 1nterested !
' 3 in information dealIng with normal =gz .
S klds°-s~ SR T s R SR -
, UUft:”J., ‘Sure? But 1£ there s’ anytﬁgngVonf R
o ; - . -~brain- damaged k1ds,_that would be =~ .
- ‘ o better ) - ST EEREER O L
, L ) R S R Ca SN _
" DeSA FIne. ;*-?1'5." L e :
: .+ ®ry-C:.]. 'Basicdlly,:what we're thlnklng of RO
. e T .. ‘doing is: -teaching kids to ,learn thelr A
PO - symbols by computer program.; What ' :
Sl e T -I'd ‘1ike to know is- 1 3%n fact, I-”.
o T ‘can’ say that" computerlzed teach1ng is
_ e . - an- 1mprovement oW eT other klnds of _
&, steaching. 'v, I o -
| . Uh- huh. ﬁ L . 'L | A
: J*J o . _
? - ) . . "4..:. .d' - : -
¥ i ol T 7
V &6 . : :
AN - fn ’ - '’y — U - T



-, ’

U-C: % .1 need evidence to support their

o B 'going into‘using computers -to teach _
T T o ""_ ) these k1ds . - _ o
' o S CSAT I see. S -

o T y-c: - .The cost is the ma}or problem.' They

-'can always ask why:a workbookR or a
teacher wirh a blackboard wouldn t’

| .be justas useful,f o e _:ﬁﬂyjygv E}f

SA:- . . Maybe you could‘tefl me'a little ' .07~ o
e e ﬁ('imorefabdut thls'symbol‘system that’s&)”\Na -
_»M~“““' f-“ R be1ng taﬁght ) n,_aﬁ_,. T -

So began an 1nterV1ew deallng w1th the re1at1ve strengths and -
' weaknesses of usang computer a551sted lnstructlon for teachlng

symbollc language to chlldred affected by cerebral palsy.~ : .;
. After determlnlng te gen“ral nature of the’ top1c the I
search analyst-examlned -each of the. maJor concepts in. turn : ;:; il

R symbollc language computerla551sted 1nstruct10n, neurolo-
i_glcarly handlcapped -- f1nd1ng synonymous ‘terms for each
.expandlng and contractlng the -scope of the concepts.* The fol-

-

IOW1ng excerpt is 1Ilustrat1ve. - = -t g
L SA: . As an additién to the terms that have - S
e - . ''computer” in them, we could ask for’ e
S : pfstuff iw\programmed 1nstructlon.
U-C: ' ° Yeah: SRR :
) .
SA: It doesn t have to be Just computer~
o _ assisted, does it? N . i
U-C:. ' No, that's the same thlng too. “Ip . :
- - fact that would- be a good choice, - . L
. _ . -actually.. - . _ y < S T o
- 8A:  As .a second choice or an acceptable T, =
e a alternatlve perhaps.___ , o s
“U-Cz. Maybe we .could get that w1th reference"'& e
R ST . to brain damanged kids. - - <
S S T Lo
LY T wf:SAifg,i’_Yeah We could ask for this type of -.} - :
e .+ . 'system or this type of kid and then - -fp; L
T oL 1 if we get a. small numbery [of cita- -
. ... . .7 - tions] back, we can broaden computer- .
LT B a551sted 1nstructlon by add1ng pro- - e
I T grammed 1nstructlon Ll S -
S y-ct ot ,gh huh. : PR S
, K - - .
- SA: ow let s take a look and See- 1f -4
there is anything [in the Thesaurus]
: on types of symbol systems.
After checklng through the Thesaurus and‘a dlctlonary, the
search" analyst h1ts upon the term "1deography., Other syno-‘
nymous terms are . sought ‘hut very few- found._ She next’ turns S 'fé;_

to explorlng the concept ”computer asszsted 1nstruct1on\\

co




) T SA:. —~  There's g01ng to-be a wholé lot of = ~ -
el e .~ .. terms here, I think. ~ It's even pos-
e e 51b1e,that_l_m1ght wellaw1nd_up,~mm_“_s -
" - . 7 ‘instead of looking through descriptors
: only, just saying that the document _
. has to have the word "computer" or the -
LE ;N . Stem. "computer somewhere insit, °c~,ﬁgf~»
> elﬁher in- the abstract or the- tltle L S A
or ‘the descrlptors.;H-tatfll get<us T
a huge set e T , L S .... IR Tt
T © OSATETTTT AWith "programmed" I cén t use- the ,f'*"f’ R I
S ‘'stem "program.” . It' ‘s too broad. I . Lt
S L would "have to-say "programmed" or*f*“j';-g IR
D ﬁ-,j." . “programmlng.H N L A
- T TN s %J S R
Yeah e ‘-_'."‘ i T o LR e TN .
I'11 also use_"teach1ng madﬁ1nes"' T -
-that usually indicates something
-_close enough“WLM§§be I might even go/ .
so far as to-put in..things like 7 . e
"educational techndlogy." R T

S U-C: ~What would- that do? . .. i . - T,;__

- SA: - It would get any kind of gadget or.-
e glmmlck dike teachlng machlnes._

.L\x-"? ;»V' ﬂU-C;-_ Oh rea11y9 _"“" N -

| . SA: ’I.thlnk so. B T .
L - UfC: . Well, put it in because that mlght
T 2 0 be part of the computer. S
_The analyst‘drams this part of :the: interview to a. close by IR
'assurlng the user that she will. examlne the Thesaurus for
4more related terms when she 1is alone. She oW sh1fts atten-f:‘

" tion-to examlnlng the concept of- "bra1n damaged "

T T SA:z.. ' I'know "cerebral palsy"’1s your First .
S o o ;ch01ce.. But there -are :a lot of other
D - . . terms that refer to other kinds of '
o o ‘brain damage. Maybe we'd better look
: oo . up some qf those. ¥ : : :
_ "U-C: ) Yeah. : :
L “SA: ‘They use. perceptually handlcapped " o
,_U-C:’_; Wlth normal klds Adt? S okay too,, o L
_ SA. ’ hat would mean in- effect that" we '
S &\ccan if necessary Just leave out this )
. T -~ cluster. _ SN
_’vThere follows an explanatlon of how a search strategy will
ST probably be constructed before the analyst returns to- prob1ng -
~\\\_the meanlng of the thlrd\coﬁcept yfl .-7f‘ : ?- . RN
- . . 67 z ..
, SRR .
- 88 o o




SA:*Q_ " T ‘think I.was asklng you about some ﬂffgh”_ga;_
s "of the terms related to. -"brain - ST T

e - damaged .M -—-They -have-- -neurologlcallywum«;;éMm—_u
W handlcapped " qndfjperceptually hand1- -
g capped.y ~“Thoseiare too. mild, aren't S,
e SR T they9 J%f are theyg j; '/ v o >
‘ "“n. o0 U-C: T %NO’,L no‘t ];eally.: . / ’—'_j_'l. .\:.“-“;i-:— I R ) R .
i?nl,j”f SA: o« Okay._, 211 xqt them down;_ They may MK E
SN ) ~ get:you~as mahy as- 150°“cikations. T
jf{; S .. Wduld you like to see what form you T
N . get them in? _ . R Ciebe
;ff”' o u-C: Sure. Y B :;fﬁﬂ' . vhiﬁe o h”ﬁfr} o
"T The analyst uses sample blbllographles to demonstrate the.\ -
fi;&varlous formats for: JOUrna' and” document\c1tatlons as well -l
#ffﬁd%fferent 1ndexes;nIShe jext-explalns the charglng ' nd _
B .%.the usep/s %ncouragément deC1aes to searqh the ERIC,_Qk'j-'
. y e
o E’xcepttonal Child E’ducafnon Abztracts, ‘ang :Ps-quologtca‘b ? R
;fAbstracts data bases. 'j‘ 3 . "-- .
SA: B If I search more than one data base,l -
ST & A W | probably cost.you more than_jgnaﬁ;rgfﬂi
. . ~2Z2 $30. Do you think that's okay?ﬂ¥~ﬁlt'”
;iifU'C - . Yeah. .\That!' 's okay. | . . c
T SA: b” It could be as much as $50 or $60. -
7 U c: That's. okay.f‘I,thlnk,lt s worth | S
Y;gThough the 1nterV1ew ‘which had already lasted twenty elght _.fl-
"_mlnutes, could very well have concluded here, 1t goes on for
. ;another five mlnutes as the analyst recapltulates her search
strategy and; haV1ng exhausted the ERIC Tﬁesaurus, turns to v -
PsyckoZogzcaZ Abstracts.‘ HaV1ng difs erentlated between the L '
_terms used 1n the varlous 1ndexes, the search analyst termlnates
~the interview by 1nform1ng the user when she may expect her "
K_rsearch to be Tun and her- offllne prlntouts mailed to her.ysTwo
_'weeks folloW1ng the 1nterV1ew the user recelved a. blbllography"*
of 155 c1tatlons most of Wthh she felt -were relevant.
\ The fourth request was a relatlvely stralghtforward one .
! submltted by an M.A. student worklng on her: the51s.j_ -Jd-’ _eﬁ.'
. - U-Db: "1 want. to do a studY to see the . : T
ST _Je_v effects ‘of various. televison,shows )
T ‘-,*:-;-t;j_] ‘on-pro-social behaviour and 1i'm
ST ' oo g01ng to use altrulsm as’ my measureL
. . ., , . ‘ | .
.o ) Yy T L 'fg;_=$. o
K ' . - - 68 : g © .



;e_ntp—klds,—aggfes§gve'shdwsw_posx:~; ?-_

’gjibe toa~hard to :find because’ there ( S
7 ‘are some very SpGC‘flC words. - You' re7 TS

'1“3~are/?ou..lf~ . Dy

';1;Yes.ith_:jf§?:. T .yuil"'li‘
y P

. -L. muéh. Now, jus
1:$-. I+11 use you,to get all’ the possible

What I'11'be doing is show1ng. ‘.5fij’:')2~"

.several different: ‘types ©of shows g

etlve.s shows, and then have them <«
_carryswout an altIUIStIC task and ..
see.1if the show has affeCted them.-.‘"f

'fI thlnk that klnd of thlng shouldn't Ajﬁg”

1nterested mainly in telev151on showy

. As opposed to movies or radio? -

Yes. ~%;f;,;gnffﬂ}f¢7**i~*7

‘A

:fjf,=50kay., NOW'"aggressron" or. "viﬁlence“’J

--"‘those are quite spec1f1c, too. = e
They won't bel too harq:
“'some tapics, you know )\ You do- so much
typing and 1t \takes so\]

while you're here,

. synonyms beeause you're the ome who's 4
- . familiar with the: literature. _"Aggres- ’
- sion" and."wiolence'. are two possi- -
_bilities. What about zhlngs like © - 0
anti- SOC1a1"9 S § L o
©.Yes, because one of the shbws'will”',e/
- be that.e L e e e T T

o

B

¢ Uh-huh, v ool L

SRR GRS

'to get at. . On—. \\_11”'”

L -"HOStlle, vx\ f'hostlllty"?-f L -‘ - . .;v‘.-_'_ i

you search two . data badeiRs C T
" ‘moxe ‘than. $30{’ But T I thimk- this: S_.c-. &
e one will. I m;no%~even rtain what «
it would, be'necessary to’ search ERIC. A
It sounds more- llke Psych Abstracts to:
S me. - v _n
It shdhld all be in psych Journals, . '
v s
yes. -
1711 just get out my Psych Abstracts « :
thesaurus, t,I think this is a .topic _
where we. won' need a thesaurus too y

et

'If you happen, a5 we' re g01ng along, eis f’;‘ﬂ.}f

' to_think of a few more synonyms, just
_ ﬁ'lnterrupt and . I'11 write them: down. - .
- Now. we'll.put down '""television'" or j;qi=e P

n

- case. somebody s called it that. ﬁ?

- You'xre not really_lnterested 1n'
movies ot books°'-.-¢¢e_

> - TR
o " S .
- ' - ~
. RN j
. : - '
- . .
’ 68" s
. 4 . - o~
L oy
. (\0 " . -

- - - L

o > 'gadio." - I'l1 also: put down "TV" in -



There follows some dL%cu551on about the- 1nc1u51on or exc1u51on
_of; gtﬁer medla*séﬁh as fllm,_whether Qor not "chzldren”‘should o
be 1ncIuded as & separg;e descrlptor S t, and- methods ofﬂgettlng

;{;Q at ‘the concept of . altrulsm.f Deflnlng the latter presents the

; »search analyst wﬂ%h some - d1ff1cu1ty and -she asks the usFr tO_-f y<
fﬁ\c§descr1be the klnd of 51tuataon tO-Wthh the chlldren W1h1 bé '}T p
. h ~ LA - \'0 : / .
-_sked to: respond B :'-é e T T S -’j. fu,.p
.. - .Y=D: . What th -Kids. have 'to do is. bowl on - .
EPYs S j' -~ .1 --an-electric’ pye-set game,_ ‘They win > . - - =
> A ! certain. number of tokens and they ... .¢& . o o v
C : Tole ~are- given Phe opportunity “to share'? LT
X T . thelrftoken ‘with the postex of a = T\=" 1 3+~
a ) hungry littlg-boy~ up on ‘the wall. ) LT
FRER -7 '.They are tol I tHat if ‘they share with' R
ST e g « - ¢ Bobby, he s g01ng to=~get. some toys. . - .
ThlS elaboratlon prompts the analyst to - suggest "sharlng, o
"altrulsm," "cooperatlve,f and "donatlng" ‘as, 11ke1y synony-
-mous - descriptors. She explalns that the use of too many" )
such'terms, however mlght pose unnecessary restrictions.
'The user at this p01nt reminds the _analyst, that she is Just
o as 1nterested 1n the. effect of p051t1ve shows on'!hlldren as
negatlve ‘ones. They dlSCUSS varlous approaches that m1ght
be taken to, get at this 1nformat10n and” the analyst cautions
. her about belng too spec1f1c. S e _
f‘:‘-? 9".MNSA; .~ Whemever I'm dolng somethlng for j} o
o " 4~ _someone. thaths doing a dissertation
: P “ -or thesis, I feel obliged to warn '
T S them that the very same behaviour .
SR ~ that you have to .engage in to refine ’ B
. S - and narrow your thesis topic makes_
. .1t increasingly difficult for the
_ o . _ .~ ,search to come up with’ -anythdng? - _
- . S - ‘Almgst all-the stuff we find will~ e
. o . 7i.be -tangential -or-peripheral. Some RPN
_ R ‘people are’ very dlsapp01nted They -~ 7 -
A . .. want their topic to be un1que but -
EE e _ _on ‘the -other hand,-they ‘want to getnﬁzl o
T I - | 1ot of" thlngs that are similar. 3'.~. —
SR R It's kind’ 6f haré’to have it both | L
) . - 3 ways . . N ! S . ' e

She concludes by saylng that she w111 probably use just the .
TV and altrulsm ‘concepts’ to start and alter the strategy after-‘
wards ~1f need be. The user. is shown a\sample blbllography to'
become fam111ar ‘with the format of the prlntout and the 1nter—%-'
v1ew ends. . Two ‘days 1ater, Eifty- seven c1tatlons from the _
PsychoZogzcaZ Abstracbs data,base were sent to. the user : 2% ff e

- f”“"i- _ S o y .'1_ i_.i . E);; T i‘f N



Ana1y51s and Dlscu551on of Plndlngs

Empathy__and Non~ Verbal Behaxuour__,,____s__,_-,_,_ S

1n\9rV1ew were: 1dent1f1ed _In thls.sectlon -these

W1ll be applled to the precedlng 1nterv1ews to det
closeness of f1t. Subsequently, in the dlscu551

-another v1ew of the process ‘will be offered.

b3

Earller .several conceptuallzatlons of - the" negotlatlon

.concepts o

ermlne the1r"

on- sect;on

e

(It is recognlzed that the. absence of vrdeotapes 1mp6§es:

.fsome llmltatlbns oRn. the ablllty to- f?lly capture the nuances_-
‘of fac1al expr0551o ,uthe p051t10n of the hands -and. body of

?tHe search analyst and ‘to’ 1dent1fy all exhlblted

'n_nonverbzl behaV1ouruwh1ch the search analyst makes

4promote empathy with" the usera The use of tape record1ngs‘ﬂo,~.a

aspects of’ ,J
use of to.;:

however make 1t p0551ble to-ldentlfy ‘one category of empa—‘

E thetlc behav1our “the use of verbal and npnverbal

expre551ons"

sa1d 1n a warmz acceptlng and understandlng manner and - .U
selected to-fit .the context of thé 1nterv1ew" (Plerce 1971)
fA.sample of the-lnterV1ewer statements were "Uh hmm,” repe- ') '

'ment said]jfand_conflrmlng statements such- ass"Yes,

‘to make sense.'' Matarazzo and Wiens (1967), also

.-

in-the dis-

cu551on of the results of their. experlment note that_intefi;r?”

,v1ewer behav1our such as ”Wm hmm”_'jfj 4i~

S A 1nternreted by ‘the 1nterv1ewee as.

: : indicating. that the interviewer is more - .
B interested in, or more empathi¢ toward, the -
AR interviewee . ... Tand] these 1nterV1ewer. o

“Eg ©©  tactics may’be. functlonlng as soc1al re1n--'

forc1ng st1mu11

Other forms- of empathlc behav1our 1nclude humour,'andh;'”

.statements suchtas ”Okay, ”Uh huh : “Reallv .and -
: form of behaV1our s

.see.: A further 1mpllcat10n is that thi

"Oh, I

-encourages the-uset.td relax and talk fre_ly, rather thant

w1thdraw 1nto uncomfortable monotonlc responses.;

."Only~1f?thls f1rst step 1s completed successfully,

-,

"i__,_\,__.i o ;,_ -.' . '\‘.‘- ; .
BT ,5'7‘1'-, L

Bncourag1ng

© the user to talk sollc1ts 1nformatlon'about hlS t8p1c of
i"1nstre§£ which- 1s cruc1al to ¢he understandlng of hlS problem;

can the

-.search analyst moveﬁoh to the next- stage of . attemptlng to.
1nterpret the problem 1n terms og*descrlptors on the system.

P

W

. - R . '&‘
~titon ‘of the nser s 1ast statement ”You feel that flast state— o
- that seem‘z;uw



-

A pprtlcularly good example of thls is demonstrated,by
the flrsi'four m1nutes (51x transcrlpt pages) of the 1nter—

_ V1eg with ‘User C who requlres 1nformat10n on the use of

computer- a551¥ted 1nstruct10n in teachlng symbollc language&__
to ch11dren affected by cerebraﬂ palsy;/ Here the user does“?f
almost all the talklng for the flrst four mlnutes punctuated\

only~by theé>search analyst S. ”Okay, ”Uh Huh " "Flne, j”I see,"'

the sta;ement ”Maybe you could tell me a- 11tt1e more about. thlsﬁl

symbol sy stem that ébelng -t%ught " ‘and two “’orlef questlons j‘
- about the type of foundatron where the user works and whether %,

she wants 1nformat10n on normal as well as- cerebral pa151ed :
) chrldren. . ;Qf“'f ' Lo - - T —_
;;ngT?*ﬂn fact apprOX1mately one- th1rd of the empath c com- . ,IQ}<:
K ments (tuentv three ‘out of a totalfof seventyathree) occurred ‘ﬁ"-
. durlng the flrst four minutes-of" gﬂls th1rty;three mmnutef 1“~f

1nterv1ew, In the 1ntemv1ew Wlth Qser B, lastrﬁg only nine ';Ai A

'.mlnutes, out of a total ofetuenty elght such comments by .the
_; search analyst fourteen ogourred during the flrst two minutes” .
e of the 1ntervleu and w1th User A almost one- quarter of such B
'b;_comments (twenty one . out of .a total of n1nety) occurfed during
" the. flrst “Five m1nutes of the forty minute 1ntervnew. “In. ‘the
interview with. User D . although there. were forty such comments .
'_1n only—twenty one mlnutes, only five occurred in the first
few- mlnutes, the’ reason being that the search analyst\&mmedlately
understood the usér’ s,xoplc and proceeded qw;ckly to’ the neit
"stage of 1dent1fy£ng the major descrlgeors. o ) ,
-ﬁgﬂ" ‘As can be seen- most of - the search- analyst 'S empathlc h’\
comments relatlve to the ‘total of such comments uttered durlng
the entire intervi occur dur1ng the 'opening. m1nutes ‘of the

-f : 1nterwiew when it is vltal that. the- user%be at ease.and talk

*‘about_-his tOplC of 1nterest as: fully as’ p0551b1e.A This un-

doubt

ly Wlll also 1nfluence userﬂsatlsfactlon w1th the ser—_”1

’V1c( enera71y, and hlS dec151on ‘as .to- whether he Will use.
1chev ervice."again and/or favourably recommend it to hlS coI— o
leagl’les“ and fI'leI’lO.S .-, \{;D Y o : - . T . L .




) The Structure of Negotlatlon o S Lo+

BN I e .
“.a v

—émmééfwwa—Even the. brlef/descrlptlons of_the foug_1nterV1ewsApre-wgm_m_

sented - conflrm the underlylng f;ve stage pattern or structure

that is suggested by the llterature., . ;&g._—-_; ;ﬁ;p:V&
-1°"“‘ : . . 3‘ . ﬂ‘_,\‘-,. LT e L L

-

[

b4

Stage One . ' L e T S . . L
_ Therflrst stage/revolves around the _analyst" s attempt
_"whto clearly understand the, user's- request. ThlS seems to be
3 . .a- most cr1t1ca1 stage, for only afteralts successful comple—‘
tion can' the search analyst move: to the second stage.,rThe,
length of’ the f1rst stage depends on how clearly the user has
_sldentlfled and defined his: t0p1c in. his own mind, the cqu-
.iplex1ty or'ﬁnlqueness of. the - topic 1tse1f (cf User A) and
f how artlculate the users are (ef. Users B and C) in exp1a1n1ng B
_ 3j thelr need to the analyst. The degree of user art1culat10n7~ .
fﬁ: in- th1s study tends to be qu1te hlgﬁa since users are generalIy
'Qelther*master s.or. doctoral students,\professors, government'
’admlnlstrators, or members of schoql ‘boards. -In this stage R
';'.also, usér may be - glven a’ general outllne or descrlptlon (or ‘;-';
may even .ask for such) of\how'the system works. This. tends |
“to. prOV1de some prellmlnary even if 11m1ted understandlng of*_,
the relatlonshlp between the’ terms (descrlp ors) and how o

,_access ‘to. the sy;tem is obtalned and seems & valuable pre-‘- LT
,.1ude 1n 1ater he&plng to 1dent1fy descrlptors,and key phrases., o
" he '.’Z", e . ot S T, T e e -
'..’ctage Two R o L ST ". .

T A ' . ) ' " ) L s
. o The second stage 1nvolves an effort to 1degt1fy the S

major areas .of the user's tophcxof 1nterest dand to match these
. with maJor descrmptors or’ phrases whlch Wlll prowlde acceSs' :
- to- the data. base(sﬂ.‘fwlth the flrst stage over,,the Second ~
proceeds fa1rly rapldly Slnce a11 the users are educators L
of one sort’ "o another,- the'termlnology ‘used tends to be" ';f? f‘fi
11m1ted allow1n§%the search analyst to bu11d up- %amlllarlty ,‘ e
R with the language of the dlsc1p11né Pn most 1nstance% rele—f. ‘

*'. varnt tools. such as the Thesaurus of LRIC\Descrzptors 1ocated
- on _the, analyst S- desk.15nconsu1ted by,the user and analyst '

"5- PR . ”‘-,J- . -

dur1ng thelr 1nterV1ew..

-, - P L - sy

v . .

g



S . S . -
. btqu -Thl"ed . o - o ‘\ - . ‘.i_' t
VT &

7 Nl

-t Next comes. the Ldentlfluatlon_bt terms rel lﬁ@ _Lamtha-

-

g maJoa‘ debcr1ptor>. In this >tage an attempt is usuall} made
| to: brodden and 9xtend as much as pObSlble the toplc r1r>t

}presented by ‘the user. [n  this stage a list of very >pec1f1c )

'

' Worgs {deacrlptor>) is identified. This’ Process may.be a,
.talrly lengthy one dnd*bith the po::xble cx;eptlon of thc.
~-f1Pbt stage, mdy take the most tlmc during the 1ntgrxT¢w.

- - - w

S, - - - : T L
Pl EQ P ;"') Lir? n . ) X ) ' : o
age. ! - - | S e

»
v - .

-~ During stage four, the search analyst ‘qutlines the main

a

" . and zlternate >;rateglc= she wWill use in thh xedrbh and Idnkb

and, ot Combines rhe refated fciﬂs with the ‘Mma jor: dcsurlptozs/

heddlngb Ihis stdge usudlly- d»tb 43 a ruzcher. clarification

Of rhe topic and the aspects vf thdl art most important,
and thb Ubel is . ashed [q ru;[hcz c\and ynange:‘or.modify~

_the \tellllb d; necessdry . | o S s Co.

Trage siee e

mflfhe lo>1n0 :tdmm 1S uaudlly cg»oted to-”houbekeeplng

arg obtdlned and "he 1\'told'h0h nuch naterlal to e\pe

and pow much it is U kel to cost, Lo
- lt~~hou1d he not >d thdt hhlle Stage One'uguaily occurs

at Xhe be"lnnlnd of the .interview situation, the rcmalnlngj

btaoehadc nOt'negc:ﬁdr.l”‘101 Ow, \gquentlally in the order

"Presented above. _,or exdmvic,;du 1nd1cat10n of what the_ user

can expext 1n terms .of the volume, Qf mdtellaL ‘may occu;
1mm¢d14teIY-attpz-t@g:rnrst stage (vJ-_U*cr A) or, the seéﬁth

canagy 5tlmdv-oloueed to. 1cent11»_re1dted

f;\tau in an dttempt ‘to undgrsLand the opiC'md}e clearly . <«
(esoecid* ¥ }1 is W Lomyi/;fow uh1quc orfej before’ making

g 21 atttmot t0 bgekisV and 1 najsr hcddlﬂg\ In bplte of

VdrndtJO“ > Qou;\ex,'nhe Dd\lk upd;rlylna Pattezn/dbove tends

o ity U T T

lntormdtlon when- thc user's ddd;c>> and" bllilno 1n$trugt10ns?-31

rms, during’ the_flrgt,f









Opery and Closed Questions’ , N

The distribution &f ."open" and “closed" questions asked
" by the search analyst in" the four interviews’ag@ears below:
, g o

- . .

-
-

o

1Y
e . TABLE 24

OPEN AND CLOSED QUESTIONS ASKED IN INTERﬁIEWS WITH -
RS USERS A, B, C, ANDD o , : -

-

. S - "Open’  ~ Closed " 7 . Length of
User B Questions . . Questions . Interview
a - ) s S, 3 RIS ‘ ‘ 3 . a _ . .
A T 13 R 43 .. 40 minutes T
B. -7 . e, 9 minutes -
c.. = .- o] oo Sa27 33 minutes
. . @ L )
D : 4 18 : 21 minutes ,

- K ,‘
»

In King's opinioﬁ'(1972), the:freqhent use of the open ques-:l

‘tion encourages the user to_talk and therefore'allows him to .

shape his request It would ‘be expected, therefore that
more ""open" quest;\%s would occur in the o9en1ng minutes of

each 1nterv1ew when the user must explaigihls request. . There ,
tion in the four )

1nterv1ew w1th

seems to’ be good support for this co
interviews being considered hefe. I
-'User C more-than one-half of the open questlons (five ‘out of
'nlne) were asked in the first four minutes of the interview;
‘ one-half of the total of such questions
and

in User D's interview,
(two out of four) occurred in the first seven minutes;

almost one- half of those found 1n the interview with User B

(three out of seven) occurred w1th1n the first two mlnutes.

-The exception was the interview with User A, ,where, in the

first five minutes, only. one out of a total of thirteen 'open

.qﬁestions'appeared. .
The~reason for the lack of. such qgestlons at the begin-

ning of the 1nterv1ew with User,A seems to lie in. the search

\ A 5 |

-

o . ‘ . . » 75 - .; <. _ v




analyst' s»attempt to p1n the user down to spec1f1c terms very,.
early in the 1nterv1ew ’as, haV1ng begun the 1\terV1ew w1th an
~open quest1on: she rece1ved the indication that%%he user's
topic was an unusual Sne for whlch ‘there were - few appllca le-
descrlptors on fhe system. Contlnulng to deseribe h1s topic °
in general'terms, therefore would be of little use. In.con-
trast, the lack of’ open’ questlons on -the whole in ‘the 1nter-?
———view: W1th User ‘D (there- were- only four) -seems.-to--occur- because,
from the user's first. explanatory statement the search - -analyst
was aH&e to say "I think that_klnd of th1ng wouldn't be too
hard to find . .- . actu<ll;;;becacsc there ‘are -some very
speC1f1c'words" and began to ask closed questlons-ln order to
obtain a speclflc list of descriptofs. : 1
It may be observed that the EISO se{%ch.analy%t spends
the greatezx part of an 1nterv1ed asklng about spec1f1c terms,
suggesting pa¥ticular descr1ptors from the Thesaurus of ERIC
*"Deseriptors, explalnlng to the user what they- mean, and indi-
cating how_ she will combine- them 1in- the search strategy
Because of zthis need then, for a li§t1ng of specific headlngs
and spec1f1c combinations of major ‘and related. descrrptors,
the search analyst’s use of the’ closed ‘questions domlnates ‘the
interview after the opening few mlnutes. A brief look at the
dlstrlbut1on above of the *vPes of questlons will 1nd1cate the
fOllOWlng User A was, asked more than three times as many
* closed as open - quest*ons, User. C, exactly three t1mes as many;
and User D, more than four times as many closed as open ques—'
_tions for the duration of the interview. In brief, .both the
. open and the closed questions have their- 1mportance during '
the ne%otlatlon process -- "the former when a-general under-
standzng of the topic as a whole is requlred at the beginning
of the interview and when this' form of understandlng of 4
}sectron of the toplc is requ1red later in the interwview; the.
latter when,‘the topic hav1ng been understood a specific Zzst
offmagor and’ reZated aescrzpvors are requlred to galn access

to the system in order to retrieve requested material.

&

<



~vity) that annoy the quiet- rezder, _the ‘distance -between the

'nalres reﬁhmed by users. _ -7

.be a varlable in both status and deference patterns 1n;the

“tape recordlnd,lthls factor’ was not - found to affect these

Role and Status Relationships - - . -- -_ = . .~ AR

With regard to thefauestion"of role relationships, the =

Ll

Situation in which.the EISO search anadyst fingds herself is

in ‘many ways different. from that of a refefence'iibrarian;

_While the latter may find the 1nterV1ews unscheduled and open-"“

ended, the search analyst often-: makes .an app01ntment w1th;the
user- beforehand, and many times has at 1east 'some- prior know-

“Tedge of the user’ s topic. Further whlle lack of time “ana

the competlng attention of other use€rs may be varlables\gp :

the library situation, prior app01ntment and- the &act that '
the EISO orflce is hgcated 1n a separate réom in the 11brary _
of The Ontarlo Institute for ~Studieg_im Ecucatlon1 effecnﬁwely .

I

elgmlnate these d1ff1cult1es. o . V4 W

In fact the d1ff1cu1t1es mentloned 1n the review of
the 11terature on the library/library- user 1nterface, the i”-w
dlsparate functlons of reférence (Which is not a qulet actl-TEL*

R

desk and the reference collection, the lack of objectlve - e
measures ‘to Judge effective serv1ce 'all of Wthh affect. the
successful establlshment of status and role relatlonshlps

are not present in-the search analyst/user 51tuat10n.f'Thé : -

_closed office ensures’ the search analyst s undivided atten-
‘tion; the ”reference section” comprlses the Thesaurus of
ERIC Bescrzptors arid other indexes that are always on the
desk at%whlch the 1nterv1ew takes plkace; and “the search
.analyst 1is prov1ded with" some feedback on the eff1c1ency and

standard of :her performance by means<bf evaluatlon questlon-

- -

--r... -

. Inr%ially, also, the sex of the user was presumed to .

1nter%ct10n“ However, bearlng 1n mind the 11m1tat10ns of a

fm

patterns.’ Th1s f1nd1ng has received. further support. from
the results of a separate and 1ndependent inquiry of anothe
researcher -who conducted follow up 1nterv1ews with users of [
the EISO service whlch 1nc1uded the user group from whlgh

‘the four con51dered 1n thrs aQaly51s were selected.

LT . o ) < ;. ' ‘
{ ) . - . -, ) .- N i -~ K @ . ' i .
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T However there can be one factor wh1ch maxlhave an effect™

on’ ralslng the status of\the search analyst vis~a-vis the- user,
'whlch may. result -in a feeling of dependency ‘'on the part of the
.user ,w1th -added discomfort to the user, espec1ally if he con- -
51ders himself to be in a "hlgh status” occupation.. That is '
the perceived glamour associated with a new and soph1st1cated

.technology represented by ‘the computer and the possible per-

&

2.

ceptlon that ”esoter1c knowledge"ls ‘required by the search
analyst to retrleve necessarv mategials from such-a system
Yet, - there seem to be several factors wh1ch preclude
this possibility. " First, the fact of a prior appblntmEnt
‘Seems to set a profe551ona1 toffe to the. interview. Second,’

__'J while the reference llbrarlan/user 1nteract10§ is free of

T

N

5

B
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S

L

~

\
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%
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charge, thlS does not apply to the EISO~service. The user
,would therefore tend not to regard the search analyst as -
d01ng hlm a favour but as entering into. a bus1ness transac-
tlon with- h1m and, as such giving him theé right to expect
certaln acceptable standards of service. "Third, it was con~
51stently found ‘that the search analyst, dur1ng the 1nterv1ew,
not only attempted to explaln how the system worked {in fact
users themSelves often ask about thls), but.also dlscussed wlth
the user maJor and alterrnate strategles that she would use_ik'
terms of thﬁ system, to attempt to retrleve.what'the user re-
quested Thlyptended towards a reduction of the feéliﬁ% in
‘the. user flf it ex1sted ‘at all) of the power of- the search
analyst s "esoter1c Knowledoe. It 1s worth noting that the
maJorlty of: new EISO userTs (83 from prev1ous research) report
1earn1ng somethlng about, the EISO system itself after the '
1nterv1ew“~~The four users in this study who had completed

and returned thelr User Evaluation Questlonnalres _Teported

that they had learned 'a great deal'" about the EISO.system -

- . - .
. -

and. how 1t works.,. . o . .
Whlle there was no role dlfference in clients of d1f- .

ferent sexes,‘there was a difference that appeared between
academic-~ and ‘non- axcademic cllents.; The - two academic clients,
both of whom Wwere by chance mastexr's students in psychology,

stated thelr questions in terms of formaL research des1gns.

The first wanted to control for soc1o economlc condltlons by
& . B 3 - - - . . .

. L s . - . . N
. . e . . . -
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-

-

-

__Yariéble,: dltrulsm as.a.1

g

having only children of low status, but had identified.both
experimental and cortrol oups. Members of the first were
to have low self-concept £ ability and the second high self-
concept; the dependent variable was percelved social-distance

- -

from groups of professiondls.._ ;

.- The second master's Student also had identified an ex-
-peximental variable -- type of TV shows -- and a dependent

In contrast (the qu t1ons of the two non academlcs

were more open-ended.  One wished to know about the role .
school 1librarians and:children's ‘reading hab1t5' the other
about computer-assisted instruction for teachlng bra1n—
damaged children a mode of ymbollc commun1cat10n

e It is our feeling that the rather rlgld deflnltlon of

-

the problem statement -in the 1nterV1ew with User A may have’
contributed. to the large number of questlons and . failure of"
the b1b110graphy to pror ‘ide hlghly relevant mater1alW;§1ven
that - the search analyst was mot fam111ar w1th the line"of’
.research 1n which the client was engaged. _Even at the end
‘of the 1nterV1ew it is questionable whether this was clear
to her._ In contrast, although the top1c in. the- interview
Wwith User D uas stated in almost as. rigid exper1mental terms

g s the flTSt xhe search analyst 1mmed1ately -undérstood thel

_.\;oplc, and conducteddg brief and successful search.

.  This coﬁtfast sugoe%ts that academi users may .tend to
'state\questlons in a relatlvely formallzed manner that -
makes 1nqu1ry on the part of the search analyst dlfflcult if .
/she is not: equally famlllar with the paradlgm and concepts

nunderlylng the questlon. At the, dame t\me, the cenventlons

~pf the- problem s}atement'ﬁay tend to obscure what - is in fact

a poorly defined question on the part of the user, :giving t
questlbn the(appearance of a valldbty that it in fact lacksﬂ
Non academlc ugers have no such masque for thq1r confus1on,
g@ thedr questaon is still at the yﬁsceral rather than the .
cogn1t1ve stace' it will be evident. ~ . _ L. .

- 4
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Developing a Preliminary Model of L
. the Negotiation Process . LTL T B
. While ;ecognazlng the danger of try1ng to generallze'.‘;
outward from a small sample of interviews, a number of p01nts |
Anevertheless are suggestlve. First, that some of the issues
‘'raised in the 11terature on the tradltlonal reference 1nter-.
view are also helpful in studv1ng online- negotlatlon processes.

The aspects that hold most relevance seem to be those asso-

-

‘Ciated w&th empathy and non-verbal behaV1our , the structure

/ of the negotlatlon, and thHe use of open and closed questlons.
- The one aspect that does not seem to’ bear! much relevance is, .

" that related to role and status relatlonshlps. Second _these

Elements.jgem to be constant at least in ssome’ degree regard-

less of thd- nature of the top1c, the user, or the system used,

Such an observatlon leads one "to’ the notlon that it may be .

pos51b1e to represent these stable elements . by constructlng

a model: " Such a prellmlnarv attempt to V1suallze .the nego-.

*

t1atlon process is presented in Flgure 2 ’ o
* From the analy51s of the’ 1nterv1ews ~1t became'clear ' - -
that the negotlatlon process 1s not a rigid progre551on with
Ca clearly deflned bsglnnlng, m1ddle, and end that 1nexo§ably

follow upon each.other hBut rather 1t has a -more 1terat1Ve,
repetitlve ‘nature as\the. determlnatlon of the spec1f1c requlre—'
ment of the user emerges. It therefore could not, be represen—
ted by a - s1mple linear- design but called }or a more dynamlc )
mode of_representatgon. The ndtions of reiteration and
dynamism brought-to'mind the model of the spiral curriculum
in~education and the double helix 1n molecular biology. The
o fo;§6r 1ncorporates ‘the idea of returnlng .to concepts already
’ 1ntroduced ‘to define and learn about them in greater detail
\_ :f< a process the analyst usés as she moves fromJa .general
understandlng of the user's top1c to the more speclfic choice
of’descrlptors and search strategles e—'whlle the latter draws
'_attent1on to the mult1p11c1ty of 1nterwoven 1inks that are’
..b6tH constant and dlfferent in “all of nature.‘ Obviously,
,close _parallels canpot be drawn, but the notlon of using

L .sp1ra111nc strands seemed to comblne contlnuously evolv1ng

13

spec1f1C1ty Wlth dynamlc lnteractlon. Unlike: the elegant
- 4 ‘ - o . ". . ~ v ‘. { ‘ Y
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51mp11c1ty~of the double helix, however; the model of the
negotlatlon process was pictured as hav1ng at least four com;'
ponent elemernits. These are assoc1ated with the user, the
search analyst, the topic to be searched ‘and . the system to
be used for searchlng. It is not the representatlon of these
holistic elements that is  the. cqﬁtern here but the depiction
of the elements that surface as being 1mportant during the
negotlation process. LAt a mlcro level these ‘have been iden-
~—tified-as- empathy'and‘non verbal be haviour;, ”structurejfand
open and closed- questlons. At a.more macro 1 vel,fthe impor-
tance of a specific cheracteristic such-as empathy can be
broadened to stand for-behavioural chargcteristics in general
‘and the specific method'of using oo n and closed questions
for a broader range of technlques used by 'the search analyst.
The riotion of structire is 1ncorporated by the sequential
progression” of the 1nterv1ew -in stages through time. In L
addition, there are at 1§hst two other strands that weave
through the typlcal negotlatlon process, the substantive con-
tent of the request and “the techn1calLt1es pertalnlng to the
. choice of descriptors, the formulatlon of search strategies ,
and the operation of the system and data hgse chosen. _The
flrst of these . is represented by the term "topic," the .second

by "system ) _
K Whlke .the ‘model 1s.meant to be suggest1Ve of general
phenom@na 1t could be adaoﬁed to more closely represenm
rspecyflc negotlatqon 1nterv1ews. For example,.. strands may s
be broaﬁened or narrowed, 1engthened or shortened to show -
when and the extent to which individual elements occur. Tﬁéf
may be d1v1deé and color-coded to emph351ze the prime parti-
~ cipant in the process at any ‘'given time, whether it is the

search; analyst_or the user. Specific environmental 1n£1uences

~may be shown to effect the turns the interview takes. Such;/
detailed mapping, howeverz must await in- depth analysis
dérived fro@‘a larger sample *of negotiatien interviews., ¥
» -\1 ) o -
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*

"Limitations - .

The conduct of this study was subject to a number of
limitations that severely restrict.its\generaliiaﬁility.
Since data were‘being drawn from an existing searchvseruice,
interviews could be taped only of those users who voluntaniiz\

submitted requests during a. glven period. - Thus tye type} of
user was restricted to the kind of clients using EISO. his =,
sample was further reduced by the need to rely on the user to .

~return filled out evaluation, questionnaires to:-complete . re-,

search files.
In addltlon because recal users of a spec1f1c service

were being studied, the nature cf the questlons being searched
could not be subJected to control. In this regard, it may be
argued, howeven— ‘that the type of topic being searched was at
least partly controlled by the choice of the academic, non-
academic” dlchotomy Academic search topics were expected to
be broader and more abstract than ‘those for non- academlcs
which were e«pected to\deal more with immediate applications.
It will be recalled also that only four cases of new users
being interviewed by a single search analyst are examined.

It remains for another study to use a larger sample, comparing
new and repeat users with multiple search analysts searching
a~iar1ety of subject. areas. Finally, it is hoped that further
st d1es in this area will'use videotapes of the negotiation /
1nterv1ew since solesfeliance ‘on tapes and transcrlpts do not
reflect the. extent of use cr importarfce of body language.

4
oo ~\ ) R Conclusion - -
i It is eV1dent that the warm and friendly gersonallty of

the prresent EISO search analyst 15 a major influence «on usgrs'
feellngs of high satisfaction w1th regard to het helpfulness
_and the 1nterv1ew process. Some other factors, }however do «
emerge from the precedlng brler and exploratory ana1y51s of
the four user 1nterv1ews. A R i
The succe3sful comoletlon of the firsg stage_of the
interview process, during Wthh an understandlng of the user's

problem is obtained seemed to be crucial tos, thes success of
: i .
- /.
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‘" criptors in the system,

the entire interview . The use of the Open question, questioné
pertaining to the organlrat,on tfor which the user works' and
the reason for -the search, all seem to play an 1mportant role
1n’ﬁrOV1d1ng the search anal)st with the information neces-

sary for the success of the crucial first stage of the nego-

tiation process. Ho&ever it is even -more important that

"these questions, whether open or closed; be asked in a warm,

accepting, and frlendlv manner sznce the f‘zrst few m’z,nutes of the .

-interview have-an wmportant - oearzra‘on'ﬂts rogress ‘and eventual outcome.

If we agree with Tayvlor (1967) who -1n his review of studies
done on-the interview process,  found that ease of access to
information,was more important than the quality of that
information, then it is essential that the search analyst

display ‘empathy toward the user. Such comments as “Maybe if
you described this -in a little more deta11 ”I have the idea
now,'" "Uh-huh," ""Hm-mmm," "Okav," all seem to aid in thlS prO*
cess. . : . “j? g o

) The develoﬁmggt of both a major llst‘%nd a related list
of headings in the preserce of and with the help of "the user; outllnlng
"the strategy that will be used to combine these terms in order
to retrieve the desired material from the system; developing |
alternate Sstrategies, and suggesting possible extdnsions to .
the topic; all seem to make the user feel more confident as ‘.
he understands more and more not only about his tODlC, but -
about the process of retrleval from an Onllne computer system
.WhICh he knew little or nothing about at thedstart<£f the 3 -
,1nterV1ew : _

The user "is also entitled to a-clear statement of

As soon as possible'after the inter-

‘ealistic expectations.
Pl

iew begins, and certainly before the computer search is
executed he should be apprlsed of the possible dbst of the
search,. especially if the search analyst believes it will -
exceed the standard fee. This‘}S'even more important whe-
~the cost of a search is a flexible matter. He $hould also
besinformed howﬁpnusual_his tOpic 1s with regard to the des-
and given clear indications of how

.Televant (or tangential) the material retrieved is 1likely to

be. '~ .
. ' ~




Our own exﬁgrlence with users indicates that even though
low satisfaction may be cxprgs>$ﬁ'regard1ng the v&lue of the
retrieved material, high satisfaction with the helpfulness of
the search analyst is almost always shown. In .fact, those
users who have béen disappointed with retrieved items have
almost aIways prlaced the reason for their dlsappolntment on
K the fact that the data-base itself did not contain the

desired material.. And, the majority reported that, in spite
__9ﬁmﬁbi54mnorwonlymwouldmtheymusemthe-sgrvicewagainywbufwthey~“*'

Y
would recommend its use to collecagues and-friends. ~"is scems
to point.to the inescapable conclu51on‘that regardl o7
-the structure of the interview, the types of questlons - xed,

or even the f1na1 documents retrieved, the ultimate success
of an online* retrleval service depends to a great extent

upon an empathetlc analyst. Such a con;1u51on has obvious
implications for the ~~lection, training, and evaluation of
search analzfzjh X ’ . .
b . T -
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_ CHAPTER 5 ) |
N ' SYSTEMS EVALUATION' OF USER SATISFACTION WITH EISO | (i\-

Accompanying the widespread introductﬁon of online bibliogra-

phic retrieval services has been a recognition of the.zfed for

their careful evaluation. Several approaches have beery taken.

to this problem 1nc1ud1ng pr1ce demand analyses {Cooper and
DeWath, 1977), organ12at10na1 studies (Wax, 1976) data-base
evaluations (Lancaster 1969), and end—;sefg~?§r1ckley and

Trohoskl, 1974). _HoweVer, because these studies have taken

relatively narrow perspectives, theyv +have failed .to assess

-

the inter- relatlonshlps of varlous components of the services
in g@estion.. In order to facilitate this type of analysls

a comprehens1&e frameworR for the evaluation of online. biblio-
graphic retrieval serv1ces is needed. The purposes of this

- chapter 'are to present one such framework ‘and &to provide an’

»

exahple .of its use.
A systems approach was used in developing the framework,

incorporating th'gtraditional categories of input, process,

~

is placed upon assess1ng the relationships between variables
of interest -af different stages, such as inpﬁt and output, .
while controlllng for the effects of intervening variables.,
It is hoped ‘that in achieving a better understagglng of such‘
relationships, those operatlno search servictes can make more

-

rational decisions about pol;c1es and procedures.’

~

’ i . . -

. -Systems Framework‘for.Evaiuatioh . .

In the evaluatlon framework proposed here, a‘systems
aﬁproach is used to describe’ the tycle of act1v1t1es that

r

= . . -~
- - 1

- - C - - - - ~ . . - =
output, and feedback. In 1ts.application, particular emphasis



-
- L
-

occur whenever an.- onllne blbllographxc retr1eva1 serv1ce.*~,; .

C responds to a, -usex! s request In doing so £o1 ba51c ques—'@§5

tions “must be answereg * What 1nputs are required? What ."v,“V?
>
',"rprocesses take place? What. outputs are produceéQ\What feea-

back occurs at’ each stage? A description’ of the\seqUence of e .
events-that ocCcur durlng a search cycle prOV1des answers t6 L v

6
- B £y . d.

these.qﬁestlons,:_.éyr- . R .
S ﬁf‘- The seareh cycle beglns w1ﬁ? th subm1s51on o£ aerequest '
el by a?user to. fﬁe search analyst a’ specigll tralned reference A
:f'_&'fabrarlaﬁ"' They,thena"negotlate” the- quesﬁgon untll it can . -
fﬂ}- be restated in - a form trat the- search analyst can employ to *-_;'
. develop a search strategy that can be usedrtofretrléve7 le- - ©
S vant C1tatlons from appropriate.data bases such as{?he/§3uca—.
_tlonal Resources Informatlon Center (ERIC) or the Ontario
.Educatlonal Research Informatlon System (ONTERIS) files. The =~ -
. ﬂanalyst then querlesethe data base(s)- u51ng a retr1eva1 system "
:’ such as Lockheed Informat;on System (LIS)'s DIALOG, System T N
L Development Corporatlon GSDC)}S ORBIT, or Unlted Natlons Edu- |

- 'catlonal SC1ent1f1c and- Cultural Organlzatlon (UNESCO) s
CDS/ISIS. When. comblnatlons of terms are entered the number

of relevant C1tatlons and a few . sample c1tat10ns are pr1nted.

. - If the citations are Judged to be rélevant to the client's . 7

-

.-.s'

'lefquestlon the complete blbllocraphyvls prlnted offllne and -~ ..

mailed to the requestor.
~ Thejuser, on receipt of the b1b110graphy, reviews its. " -
contents and makes a personal assessment of its relevants and -
_thoroughness. As. a result, a request for orlglnaljdocuments :
_may be made .- When these are'delivered and read,_the search
‘cycle, as we define 1t is complete. - . . o
35\ : ' Reedback may occur at almost any - stage of the search
A cycle. burlng questlon negotlatlon th% search analyst makes
'1nqu1rles and suggestlons about the search t0p1c and the
..user,responds,_ ‘During ‘the retrieval of references,ia dis- _
.cOyerycthat'an'excessive number of citations have been locaged,v =
‘that c1tat10ns are'not relevant to the topic, or that other"
"_terms should be: used may :cause negotlatlons to be reopened ’
’ffand the’ search strategy altered Even at the erid of the entire
”cycle, feedback occurs when- an‘aﬁfbmmed and satisfied, (or unln-}
formed and d1ssatlsf1ed) user returns an evaluatlon questlonnalre.

o
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ThlS cycle of activ1t1es forms the system portrayed in
Flgure 3. Ak each stage, three "actors” are 1nvolved the
user, the search analyst ‘and the retTrieval®system. . Each of -
the three- is the referent for a number of varlables Whlch F7x _
. describe the characterlstlcs of- the search service's inputs,

:_the_nature of its processes, and qualltles of %ts outputs. e
This sytems framework prOV1des a temporal sequence. to .-
eventsfoccurr1ng dur1ng a search qycle, thereoy ariOW1ng “the '
evaluator to make reasonable 1nferences abgut cause anQ o
‘\ effect relatlonsHips..~Thls is 1mportant since pollcy makers_
must have a reallst1c 1dea of the ultlmate effects of dlf- R
ferent dec151ons about 1nputs and . the organlzatlon of proces-
sing. act1v1t1es. In addltlon, the -framework suggests a cate—. _ —;"
gor1zat10n scheme for varlables accordlng to their roles as ' ’

¢ -

\’\

‘ measures of inputs, processes, or outputs. However, it does
- -nmot provide a guidance in the selection of varlables to be - .

measured. _Ffor- this, ‘we turn to the substantlve dlsc1p11nes

of soc1ology, psychology, and economics." : ' - “&

- LA Disciplinary Perspectives_' R S
Thé various academic disciplines offer the evaluator a
'large number of substantive theories and'concepts that might
"profitably be employed in the selection of, var1ab1es to be
measured and, subsequently, relationships to be analyzed.
‘Those -concepts that we felt were of particular value in

3

levaluating a retrieval service were those of role and status
from sociology; knowledge and opinion from psychology; and
cost, préce, and.demand from economics. The first two in the
list provide direction in collecting data on a service's | gQ
users; the second two-'suggest how one might determine the . -
‘effects of a service on the individual; and the third-group '
identlfies'factorssrelated to a service's fiscal status. .Cer-
talnly other concepts could bé selected as well, but these :
seven seemed to be adequate since most of the var1ab1es
reported 1n the . 11terature on search- service evaluatlon could
be con51dered as measures of one these concepts.

The concept of role as 1t Jifhsed in soc1ology is not

unlike the- concept of role in drama. - The actor, or person,
~ S - . . 88 o ' . ) IR .
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has a part to play and is expected, te behava.ln Gértaln\ways ,
and not others, both. by himself and those around him, i.e.,

o~
. hlS role set. A person can expect to have many dlfferent roles
. at d1fferent.t1mes> but-typlcally plays ‘only one role at a

4 P time (Owens, 70 pp- 74-77). L . ’

- _ By understandlng the various_ roles played by a search
serV1ce s claent§’ one can understand: and even predlct user
»behaV1our‘and reactlons. " Since requesting a literature search
is an act prlmarlly assoc1ated with institutional as opposed

'ﬁo prlvate 1life, it 1is apparent that the 1nd1V1dua1's profes-
- . .

- *

s;onal roles are of primary 1nterest._
’ Soc1al status,mthe second_SOC1ologica1 concept used to
guide the selection of'uariables refers to a person s stand-
1ng in “the communlty and the deference the person can expect. |
lt-has ‘been 1dent1f1ed as an. 1mportant varlable in theAlrtera-
~ture on the\work of. refereﬁce 1Lbrar1ans slnce the refe erice -
/ﬁnterV1ew often ‘reverses. status posltlons.\ In_a partlcﬂiar
instance, a user who holds a posltlon of high Status may. be -
forced to admit to be1ng 1gnorant thereby accéepting a tempo;
rary status inferior to that of the reference 11brar1an -Such
a humbling experience may not be Easlly accepted by senior
professors oT admlnlstrators and their persona{ reactlons

mlght create a barr1er to the open communication of thelr S

information (Shosid, 1974). Ultlmately, this could affect ~
the1r level of satisfaction with the service. For this "
reason, knowledge of the social status of a service's u§ers

is of value.
‘The nature of knowledge and the process of learning.

prov1de the subject matter for learning psychologlsts who

have developed a number of theories that might be useful in
explalnlng why an 1nd1v1dua1 Tequests: finférmation and how he

6T ‘she "learns from it. These theorles tend to - -agree_on’ three\ .
baslc>precepts. First, "a learner must be motlvated ta learn.

' ThlS motivation, may be based in the 1nd1V1dua1's persona11ty
(which opens up another realm of psychology@ or it may be

_present in the individual's: environment, such as the role

the person plays. S ) . é"

L
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- Segond, a learner must possesshsﬁne prlor knowledge in
order to learn a new concept or develop a mew understandlng.

A person almost totally laeking in knowledge about a toprc | o
f'_ would probably submit, an inadequate search request, questlon
negotlatron mlghtépr0ve arduous,. and the end results mtght

.

. Prove 1ess .than satlsfactory.__ : _
S ) Finally,. regardless of whether, a .simple fact or a com:\
plex. concept 1nvolv1ng generalf&atlons and 1nduct1ve leaps 1s
learned the :learner is changed 1n the process. .. . ' ’_ i
- . " These three generalizations about the learnlng process "
empha51ze the 1mportance of knowang the extent of a user's
motlvatlon prlor knowledge, and new knowledge ga1ned as a

-

.result of a given search. ' . G

As a- search is conducted and the user reviews the results,
another psychologlcal process’ comes into play the development
of oplnlons. Oplnﬂons, which- reveal a predlsp051tlon tQ act in

:a specifie way toward some obJect (the so-called "attitude -
object'), congtltute a maJor 5et .of output variables. Presum-

: ably, oplnrbns about the quality of:a search serv1ce ‘and 1ts N
products determlne the” 11ke11h od of a user's return1ng to |
submit addltlonal search requests. ‘Indeed, the recommendatlon “
that user satlsfactlon bé assessed on a regular basis is per- '

<

’,

haps. the most .common recommendatlon in the llterature on';
search serV1ce evaluatlon . ) ) _
The concepts of cost, price, and demand, drawn from the
- field of economics, also guide the’ selectlon of speclflc
‘variables. - Costs are tvplcally broken down 1nto fixed costs
- (or bxerhead) which represent the dollar expense that con-
'_tlnues even when nothlng is! produced- and varlable costs," that
are incurred when~product10n is ralsed to anlven level.{onr
-a search serv1ce fixed costs include- salarles equipment ~
leases etc , while varlable costs are prlmarlly assoc1ate&
with the charges made by companles prov1d1ng the retrleval
_serVLce for connect time, citations prlnted and commun1ca-<'
tions. Costs may be‘presented as total . (aggregate) costs, ‘oT
in %erms of unit costs. - ; _ ' R
1;5;1 Settlng pr1ces has been a controver51al and dlfflcult
jﬁat@er.for 'search serv1c§i, flrst because llbrary serV1ces

y -
3




tradltlonaliy have been. prOV1ded W1thout charge &ha second
because of" poor data on’total costs. A related concern 1s the
) relatlonshlp between price and demand Without knowledge of
p‘ the elast1c1ty of .demand (i. e., _the relative change 1n demand -
that occurs 1n[response to a changenln pr1ce) for searches, it
1is d1ff1cu1t to tell what, +if any, effect d1fferent pr1c1ng
p011c1es may have " Hence lmeasurement of price and demand -

are of crytlcal 1mportance in the ‘evaluation of search ser;S
b o

aV1ces. e T e T A . S :
S iA W1de array ot~ var1ab1es must be measured to provide
data. necessary for various types’ of economlc analyses.- Some\
such. as staff salar1es are 1nput varlables which would be
used to determlne fixed cos'ts. Others such as the computer' v
connect-time for a glven search are process variables which -
| would be used to compute varlabie Costs and, perhaps,'cusedm%
.. Prices. These ‘data may be-tsed in their raw form for so
. analyses- or. aggﬁegated into’ totals for Sthers. o -
.',bIn'the preceedlng descrlptlon about the way in‘which
concepts drawn from. the’ dlsc1p11nes of soc1ology, psychglogy,
and economics can be used t gu1de the selection of vai:;blés
to beﬁmeasured in evaluatlng a search service, 11tt1e was said
concernlng the level or type of analyses that could be con- >
‘ducted. Thls omm1551on was purposeful since- 1t is ant1c1pated
that the framework can be applied at different levels.and to
-explore dlfferent relationships. In the appllcatlon that fol-
lows, data are treated in dlsaggregate form: in contrast an
~analysis of pr1ce demand would require aggregate data. Also,
the appllcatlon is ‘irter- dlsc1p11nary” in that relatlonshlps
-between several soc1olog1cal psychologlcal and economic
var1ables are 1nvest1gated though a dlsc1p11ne based theory
could Just have easily ‘been tested. In’ short the level at
which the framework s applled and the part1cular analyses

carr1ed out depend uporn the speC1f1c questlons the evaluator

-

S or researcher is trylng to answer S L . ‘ .
- ) . . kI . . ]
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Appllcatlon of ‘Model- ,: ."

'\' The aemalnder of tHis chapter-descrlbes the’ evaluatron
of two aspects of the Educatlonar Inﬁormatlon System for .
- Ontario using the systeﬁé framework portrayed in Flgure’S
cThe purpose of the first appllcat1on is to dete€rmine t0~what
extent‘the cllent s personal and profe551onal background is
“related to his '’ o .@qr saglsfactlon with EISO.. *The purpose of
the second is to d%termlne<the relatlonshlp among the proce-»
dures- folfﬁwed“in processlncr a search request and the user s

. galh 1n knowledge and degree of. sat1sfac¢1on.':Together ‘these .
“ilassessments should’ prov1de a good understandlng of the factors.

affectlng user satlsfactlon w1th the serv1ce 'and thereby sug-p
'gest methods of ma1nta1n1ng and*® 1ncreas1ng it i.

AR ,-<

- o )::,, -
R T ' . . & . -
. . b 5 . L. - -

hd -~ .

S Yol Kf; . . Sample BN <

_71977 Though some data were available on all searches, the

.f) .

EKC.

Thé populatlon for this study is the universe bf all 371

_searches requested from EISO between May 1, 1976 and April. 30

present analys1s was ‘restricted to those- which had been run
’5h ERIC and for which-the requestor had returned an’ evalua-'

“tlon questlonnalre.' The total number was 148 (40% of ail

searches), Bt m1s51ng responses on some Var1ab1es result in
A smaller number being used for some aﬁalyses.

V1rtually all searches were placed by users from the
profess1onal educatlon communqty in Ontarlo whlch EISO was’
de51gned ‘to serve. In genelal, 40% of EI§9 S users were from

school boards, 40% were from OISE, 10% from other unlver51t1es_'

and faculties of- education, . and 10% miscellaneous. Approﬁﬁf
mately 30% of the users reported that they- were engaged .in
adm1n1strat10n 17° in teaching, 12% in research, 18% in
"graduate study, 7% in llbrarlanshlp-wand 14° other. °

' ' Methodology

-

Path analys1s was selected to analyze the relatlonshlps

Jamong 1nput process,'and output varlables because 1¢ prov1des
'a method of testlng the validity _ of- causal 1nferences for- pa1rs'
~of varlables whlle controlling for the effects of other var1—

'ables (Nle, 1975 pp;?383 397) " In addition, path diagrams.

)
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provide heurlstlc gortrayals of Systems relatlonshlps Wthh
are well suited to-the systems framework used to organlze 5
- . the variables in this study. R R e ; )
- The analytic technfque used in thlS 1nvest1gatlon fol-
. lows the practdces advocated by j oldberger (1970) . In particu-
N lar th path coeff1c1ents presented here are the stand ‘rdized
u‘~ regresslon coef§1c1ents resultlng from regre551on of the . )
T ~.dependent vdriable.in qmest¥ion on those var1ab1es irectly

. % affecting it, and those alone. -In cases where there is but

ve - F

4., one predecessor Var1able,gthe path coefficient 1s ideritical
to the zero- order correlatloh coeff1c1ent in other cases it o

- °1s equlvalent to the part1al correlatlon coefficient of the

-

T,

e dependent variable on the standardlzed predecessor Var1ab1e' B

\
controlling for other vﬁrlables d1rect1y affecting the depen//
. : , 7

:3. dent variable. - -

. - ' The amoUnt of unexplalned variance in any dependent
varlable Xi 1is assumed to be accounted for b hypothetlca%j,

*"error" variables denoted by ej.. The corréIatlon between =
"and Xj is equal to /1 R2 where R? is ‘the multiple correla- _
tlon between Xl and all predecessor Var1ab1es d1rect1y affect- / /

~

1ng 1t., _ _ )
Not all relatlonshlps for\yhlch no causal 1nferences afﬁ By i
. — s
plau51b1e may be omitted. ﬁ%econd rélatlonships between exo- ¥
genous variables (portrayed at “the left of the path dlagram)

2

for if they are con51dered to interact with one another.
* Finally, correlations among the ej; are assumed to be zero and -é'-

‘remain unanalyzed ) : S C | .

~ Path ana1y51s requlres three pr1nC1pa1 assumptlons which -

may or may not bemvalld F1rst& all relatlonshlps are - assumed

to'be linear;°second relatlonshlps are assumed to be add1t1ve'

and third, it 1is assumed no 1nteract10n (i.e., mult1p11ca%4x$

effects) exists among -variables. As well, some authors would

hold that the var1ab1es are assumed ~be measured'on a ratio.

scale with some. flxed unit of measure. - - ; ;_

‘For the dichgtomous varlables -such as sex, and th

measured in s¢andard units Of measure, such as the turn-fground

) t1me, none of the - assumptlons would be Vlolated Those \asured~

;-"' . ";1 _94”

LN

' )
are typically unanalyzed, tRough they are soOmetimes controlled ;//

s



& on Like¥t scales such as satlsfagtlon§;may V1olate assumptlons
as to 11near1ty and un;tary measurement* -However, because 7
'monotonlc if not 11near .relatlons are expected for all Te- ”
latlonshlps 1nvolv1ng these varlables, violation of ‘the first

- The ° maJor sourtes of data used in- these evaluatlogs were
-a Usé? Evaluation Questnonnalre (Appendlx A) and a Data Sheet
comp ted by the search analyst (Appendlx C). In all, 131 dif-
rfe,ent Varlables werévregularly collected for each search that
as completed Selection of these items was guided by the

dlsc1p11ne based concepts noted earlier. Most were drawn f
~  from the llterature of preV1OUS evaluation studies but only
e those tﬁat wsre ‘defensible measures of roles, status, knowledge

assumption would, at worst, \cfuse»the relationships to“be - -
underestimated. _ - ) s A . t
TN - DRI
. \\ | _ ’5{ - .- - . -
. ) . . : Collectlon of Data o '
~ . + <

opinion, cost, pr1ce or demand were included. Where gaps N
. . 5!

~

appeared,_add1t;pna1 items were.@eveloped.

/ s
e . Measurement of Variables N ' - .
- ’ e . ’ ) ot & ’ -

. Descriptions of the items used to.measure the variableg
;includedfin.the:first analysis’which~foCuses.on'the influence
of the sociological background of clients 'on their 1eve1'off
‘satisf;ction are listed in Table 25; those for the second
.analy51s which focuses on-the 1nf1ue ce of process variables
on . c11ent satisfaction’ appear in Tabl 26. . _ /% _f‘
) The first five variables in Table 25 are input variables
related to the backgrounds of- c11entsr All are d1chotom1es
\__¢coded 1 or 0. LOCATION refers to the’ locatlon of the organl-
zation in ‘which the user was employed or enrolled as a stuQent.
~SEX needs no explanatlon. ORGANIZN is (%e organlzatlon in
whlch the user was employed or enrolled .as a student.: The
PURPOSE of the search refers to the use made of the search
-whether it -was for professional or academlc purposes.
PROFROLE indicates- whether the user was: in an admlnlstratlve

-

or non- admlnlstratlve profe551ona1 p051tlon.v S

gy
bra
)
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R TABLE 25
’ VARIABLES USED IN EVALUATION OF"USER'S BACKGROUND '
' AND LEVEL OF SATISFACTION o -,
Variable™ - - Item Description and Coding :*y _
" Number _ "Name e Description | . Codihg'_v
) 1 LOCATIQN - Metropolitan Toronto . 1 -
‘ L . |  Outsidé.Metro Toronro\ 0"
2 i‘ \SEX _I' L Female o R : » 1
N ) - o Male o g 0
. . . ;_ . ) ) . . .
.3 . ORGANIZN Student or staff of OISE 1
| . °  Non-OISE - 0
Y 4 - PURPOSE , . Purpose of search: '
T - Non-academic ‘ : : 1
_ Academic ‘ . . D
5. -~ PROFROLE T Profe551ona1 role: .
B Admlnlstratlve o T &
- . - Non- admlnlstratlve : .. 0.
: 6 SYSTEM Search system used: } .
SDC ORBIT L .1,
LIS DIALOG . | .0
SATTS6® . Overall satisfaction
b SATIS1 - - ' Satisfaction with publicity
- materials and directions
9 -, SATIS2 o . Satisfaction with convenience
- ¢ and helpfulness .
N S
10 _ - SATIS3 ' o Satlsfactlon with tlmellness
- _ : S of serv1ce )
11 - SATIS4 Satisfaction Wlth quallty of
o L technologv
12 N SATISS _ Satlsfactlon with value of
. ' blbllography

s J

TVariables 1 through 4 and 6 are recorded by search analyst on data .
sheets. .Variables 5 and 7 through 12 indicated by client on User Evalua-

;tlon Questlonnalre. i
§See Table 27 for complete 115t of satlsfactlon 1tems and constructlon
of subscales. , N . . .

- Q
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TABLE .26

“ '
' PROCESS AND OUTPUT VARIABLES USED IN SEARCH SERVICE, EVALUATION
V'ar:.able'r ot . - Item Description and‘Coding
Number Name * - Description ‘. o Coding
SR CONTACT In person e 1
S . o~ Other Y - 0
J~2 . . System. SDC ORBIT: = | 1
LA "\-—--&-\LIS $raros R T
4 A N S : - )
"3 TURNARND . Turnaromd tine in days between . .
R - X i receipt of request and online
e . N searching
4 . CNCTiME Connectétime‘in minutes e
5 ' STRATfME : - Interview and strategy time in
minutes ,
6 : CITPRINT . Number of citations printed 7 »
7 f’ PRICE ; Price charged in dollars‘////f‘\\\\\;k;;
'8 | .NMTLRDTC | How much did you learr about.
E - ) - Your topic as & result of
) the search? o
L ¢« () .Nothlng or very.little
-4 . - ) s
- : R ) '-_. Some ” _
(3) ©_ A great deal .
9 ' SATIS6® : .Cverald Satisfaction
6 - SATISI . . Satlsfactlon with pub11c1ty S
' ’ " ‘materials and dlrectlons o
_ , : _
11 SATIS?2 - f  Satisfaction with convenience -
' - and helpfulness - . e
12 SATIS3  Satisfaction w1th tlmellness of
- service -
13 - SATIS4 - 'aSatlsfactlon w1th quality of
’ technology _ :
14 . SATISS - Satlsfactlonjwith value of .
o bibliocraphy

TVariables 1 through 7 recorded by search’ analyst on data sheets. Vari-
ables 8 through 14 indicated by c11ent on-User Evalulation ‘Questionnaire.

e Table 27 for complete llst ‘of satlsfactlon items and constructlon
<g\if subscales. o, :




_ TABLE 27 |
s ITEMS USED IN' SIX SATISFACTION SUBSCALES . - - =« -
- . { o .
: [ ) "/4 B ' - - s -
Question: Please 1nd1cate your satlsfactiohéwith the following elements
o of your EISO search. s : oo, s
. . _ | | . s o S
SATIS1 - Publicity.Maférial and, Directions - .

a. Convenlence of arranoements and adequacy of dlrectlons
- b. .Accuracy and comprehen51veness of pub11c1ty materlals
c. Adequacy of dlrectlons for ordering materials

S g | »
SATIS2 - Convenience and Helpfulness .
., - a. Convenlence of arrangements and ‘adequacy of dlrecthn :

b. H61pfu1ness of search’ analyst
. SATIS3 - Timeliness of Seivice
| a. Time taken toldeliver biblioéraphy
- b. Time taken to deliver material$ from EDRS
c. Time taken to déliver,materials from EISO

-SATIS4 - Quality of Technology

o a. Length of bibliography
b. Readability of microfiche coples
‘c, Availability of microfiche readers

SATISS - Value of Bibliography and Materials ~ i

' a. Bibliography itself | _
b. Materials located via bibliography - S -

- SATIS6 - Overall Satisfaction - - '

la, 2b, 3a, 4a, Sa _ ‘ -

’,

. x -~ .
Note: Scale scores were adjusted for the number of items by d1v1d1ng
- total scale scores by the number of items. Scale Low = 1;

‘medium = 2 hlgh-— 3, NA = 4., . . } ‘
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The final input /arlﬁble SYSTBM refers to the épmputer
) search service that was used in execptlng theé search: SIC ORBITl
~ or LIS DIALOG. Althouoh this variable is-a system rather than
' user input, it was included in the analysis because dafferen—
ces between the two influenced the selection of ‘the system
used in conductrng,sear;hes. In- pértlcular, the direct mall
service prOvided by 'SDC, which allows the~computer?produced
bibliography to be sent directly to the® client from SDC, meant
that this service was.often preferred for users located some

re

distance from Toronto.
User satlsfactlon with various aspects of the search
service were measured by five subscales (SATIS1 to SATISS)
.consisting of s¢ales that included satisfactionHWith publi-
city materials and‘directions TSATIS1), with convenience and
helpfulness (SATIS2), with timeliness of service (SATIS3),
- with the quality of technology (SATIS4), and with the value
" of the bibliography- (SATISS). _ ===
Individudl items used in constructing-subscales are
reported in Table 27 and-include those used in the scale used
to measure overall satlsfactlon (SATIS6) The 1atoer scale
used five items selected from the subscalesT_not all items
were 1ncluded because many clients had not been exposed to -
all aspects .of “the service 'and therefore had failed to res-
-pond to some items.. Instead, only those items referring tov
matters to which all c11ents had been exposed were 1nc1uded

in the scale. ‘
+ Reliability coefficients for thé six scales were .80,
62 _.78‘ .27, .79, and .80 respectively Overall, these
coeff1c1ents___e,suff*c1ent1y high for the scales to be used
1n~assess:.nU the satlsfactlon of EISO's users with the service.
The fact that all input varlables are d1chotom1es calls
or spec1a1 care in interpreting correlatlon or path coeffl—

wi

’;1ents between these and other variables. For example, a
p051t1ve correlation between location ‘and organlzatLon would
1mply that users from Metro Toronto (coded ‘1) tend to be
associlated w1th OISE (mlso coded 1), whereas those from out-
51de Toronto fcoded 0) tend to be assoc1ated with other 1nst1-,
tutlons (also coded 0)."Wherec%he second variable is‘continuous,

5
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~descr1bed

N

ashin the case of satisfaction, a p051t1ve correlatlon implies

high. satlsfactlon is aSSOC1ated w1fh the trait coded 1: and low =&

satlsfactlon with the trait coded 0. In the case of the Te-
latlonshlp between, say, locatlon and satlsfactlon,\a positive
correlatlon would 1mp1y that users from Metro- Toronto (coded 1)
were more: satlsfled than those from out51de Toronto (coded. 0)
A total of 14 var1ables are used in the second ana1y51s

which is devoted to the study of the effect of the search pro-

.cess on user satlsfactlon «(Table 26) - Seven.,are process

varlables one. is an 1nterven1ng var1ab1e, ‘and the remalnder
are the satlsfactlon varlables that have been prev1ously
Thevflrst two' var1ables in the second ana1y51s, method -
of contact (CONTACT) and system used (SYSTEM), are d1chotom1es
‘and coded as 1 and O. "As ‘noted earl¥er, care must be taken in
1nterpret1ng correlatlon and path coefflclents computed between

-

these and other Var1ab1es
Turnaround t1me (TURNARND) is 51mp1y the number of days

that elapse between rece1pt of a search request and exegution

of the search. rIn practlce, the date of each transaction is

A

-_recorded and the difference between the two is calculated at’

the time data are analyzed. ~ I - . _ ;o
Connect-time in mlnutes-(CNCTIMEjiand the number<ofa

L 4 . - .
citations printed (CITPRINT), data listed automatically at -

"the end .0f each search, are transcrlbed to the data- sheet ,
~used for EISO's records by the search analyst. ~ The analyst

is~valso respon51b1e for recording’ the-estlmated amount of

[l

time spent in questlon negotlatlon and - plannlng the search
strategy (STRATIME) Because of the complex and\lteratlvej.

‘nature of these tasks, the ‘figures recorded for STRATIME are

probably accurate only within =15 minutes. .

a The price (PRICE) charged for each search‘1s recorded
in ‘nadlan dollars. . While this i's stnalghtforward ~the
prrc1ng p011c1es in. effect during the period .data were co'l-
lected were not. .Four different modes of charglng were

used: .
1. free searches allocated to target groups to encourage

trlal use of the serv1ce



2. $20 flat rate for clients from a’ target area located 1n-

- -

Northern. Onfarlo' T : .- :
3.. $30 flat rate for searches without an- excessive number :
- : -~ : - } ) . L0 -3
.of citations, . - 4 T

g $30\p1u5 a surcharge of. $ 10 per C1tat10n for searches

; .

7 with an-excgssive number of.. citatioms. *
'The p011cy on charglng for an excessive. number of citations

p_was applled in a flexlble manner by the search analyst Typl-
7ca11y, it was . app;aed whenever the comblnatlon of connect--

-tlme, communlcatlon, and print costs exceeded $45 00. It
' must be empha51zed that pricing pollcy has a d1rect effect -

Qn the types: of relat1onsh1ps ‘one can expect to find. Because

most ETSO c11ents received searches for either $30. 00 or
inothlng dur1ng the perlod undeT conslderatlon, any effect of
PRICE on other var1ables will be 1nterpretable as the -effect
‘of charglng $30.00 as opposed to providing free service. . *
_The amount a c11ent learned about his ‘or her top1c
(AMLTRDTC) as a result of. undertaking a search was tapped by
" the s&xalghtforward question listed as varlable 8 in Table 26.
\%s W1th other one- 1tem var1ab1es, it is not posslble ‘to com-
ﬁute a reblablllty coeff1c1ent for this measure - .However,

- ifs va11d1ty Was confirmed by. correlatlng responses onv1t ‘with
. questlons about the. number of or1g1nal documents read, andfthe

percentage of ﬁﬁformatlon that was new -to the client. Correla-

tlons coeff1c1ents were .36 and .40’ respectlvely, both signifij

cant at the .05 leveL

-

SOC1olog1cal Input Model

.-

'hA¢“ Who are. EISO's users and how does the1r 1dent1ty affect

-

- their levels of satlsfactlon with ‘the serV1ce9 - AS suggested
above, thesé are important questions which reflect.  the success

L4

" -. of the service. in ach1eV1no its goals. "By 1mp11cat10n 1f one

:klnd of client is less satlsfled than another, changes in the
serV1ce mlght be necessary in order to ralse the1r level of
satlsfactlon. S oL . -
“The questlontas to the users' 1dent1t1es 1s answered
fhere in terms of the two sociological concepts noted earller,
'role and status. We view these as: characterlstlcs that clients

<
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,/'J bring wmth them to the1r encounter w1th the search serv1ce,
| ~ and. as such represent 1nputs to the system. Since status is =
. itself in large part’ an attribute assoc1ated w1th ‘a glven
f?\&fwrole, it is_difficult to- measure- these - two aspects separately.- -
;dost of the var1ables we have selected reflect to Qne degree‘:
or another both the role and status of the individual cllent .

-

b

Deséﬁdption of Model,f_ . | S
The "image guiding the.selection of sociological vari-
' les to characterlze EISO's users was that of\a profe551onal
educator worklng or studying. at some locatlon 1n Ontario. . The
‘t.' userls geographic locatlon (LOCATION) and sex (SEX) were viewed - -
‘ ‘as .two background varlables of\p0551ble 1mportance.' Locatlon "
is a factor: of“conslderable policy importance since one of
‘EISO's major\purposes is to make the resources of a major
'research library available to educators throughout the pro-
hV1nce. To be sure,.current llmltatlons of automated retrleval
Systems make this a distant goal, yet the quick. retrieval of
both references and original documehts in RIE, CIJE d‘
ONTERIS does provide accéss to a large and”’ 1mportant body of .
knowledge. ~While. ‘the sex of a’ clieént is nét, in and of 1tself
of primary- importance, it -is a factor known to be related to 5 .
- the, role ofiprofessional educators; in'particular “%elatively 4
few women currently hold administrative p051t10ns ‘within-
Ontarlo s educatlonal System. Thus, sex was Vlewed as.- a
—background Var1able that should be controlled. '
< A cllent S organlzatlon (ORGANIZN), profe551ona1 role
w(PROFROLE) and purpose in conduct1ng ‘the. seavch (PURPOSE)
~ were v1ewed as the magor characterlstlcs def1n1ng hlsmor her~.
role.. Though the coding scheme" used in ‘this -analysis greatly
Simplifies the originail categor1zat10n scheme, we: or1g1nally
determlned whether OTr not a user was in any one of 29 d1f-
'ferent types of organizations or un1ts,'e g-> preshcool
public schebl bdard separate’® school board pr1vate school ‘ =
College of ‘Applied Arts and Technology, faculty of educationy :
etc. Professional roles were cla551f1ed into 14 categor1es
- e.g., administration or superV151on teachlng, pupil person- 4?/
.+ mnel services, research, etc. Finally, the?purpose of the | Col l{,

7
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: ; B - _
search, which we saw as an’ ob3ect1ve in 1arge part determlned
by the 1nd1V1dual's organlzatlonfand role, was 1n1t1ally placed

in.one of eleven categories; e. g-, keeplng dbreast of the f1eld
u~‘wclass 3551gnment*~preparat10n of-a- blbllognaphy,”currlculum o

l

development etc. . : ,
" To illustrate the connectlon among PROFROLE ORGANIZN,

~and PURPOSE consider two typlcal users. One. mlght be a full—
“time graduate\student at a faculty of educatlon conducting a.
11teratureasearch for a class ass1gnment the other might be
a senijior admlnlstrator 1n a public school board seeklng in-;
’-formatlon about curricuium guldellnes._ :
Another 1npu¢-varyable related to the serv1ce s aCtIVé-.
ties is the parthular search<system used (SDC's or LIS's).
While not‘a sociological variable, this characteristic (SYSTEM)
1is included as a factor of p0551ble 1mportance because one of
the¥systems_SDC, offers: the capablllty of malllng bibliogra--
-phic'output d1rect1y to the client. For those clients 1n'
remote locatlons therefore, SDC may, be a preferred service’
1n terms of the1r satlsfactlon with the service's turnaround

time. . : BN
" - ‘ Finally, the output varlable of interest is SatleaCtIOu,
"which was_ measured- by 12z1tems relatlve to 5 distinct aspects 0
7of the serV1ce. pub11C1ty mategaals ‘and directions (SATISl), .
convenience" anﬁ helpfulnes% (SATIS2Y), t1me11ness of service
CSATISS), guaiﬁtv of - technolocy (SATIS4), and value of the "~ .
‘b1bllography (SATISS) A subscale of 6 items was also derlved
to measure overall satlsfactlon (SATISG) ' '
Organlvlng the ‘varia>'-s descrlbed above into a formal )
path, model results in the diagram pictured in Flgure 4.
. LOCATION and SEX are backcround variables whose relatlonshlp
. to’ one.another remains unanalyzed, but whose effects on other
'variables are considered.l:Location may affect satisfaction
both directly and indirectly. One indirect path is through
its influence on the system used The second effect is via-
its 1nf1uence on the type of organization from which the ‘
cllent comes. Sex,'too, maVJaffect satisfactidn both dlrectly
" and 1nd1rectly. " The 1nd1rect effects may be through the: type-*"
“ of. organlzatlon or the 1nd1V1dual's profe551ona1 role:

A
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) Organlzatlon stands as a key 1nterven1ng varlable between
the’ background varlables and satlsfactlon on which it may have"
a d1rect effect. . However, it may also have 1nd1rect effects

v1a the 1Jd1v1ﬂua1's profe551ona1 ‘'role and the purpose of the. .

MsearEh. .Slmiiériy, professional role may affect satisfaction
:directly or through the purpose of .the search, while the latter
»variable is postuiated to have only direct. effects.
=~ It may be noted that other paths than those noted are

possible; however we are including only those which’ seem '
logical given known relatlonshlps and ‘the meaning 6f the’
}var1ab1es. Thus” for example, we have omitted paths- connectlng,
say., SEX and SYSTEM. It should also be noted that where d1rect
:'effects are suggested these effects are re51dua1 to the
. - effects through other varlables. .Thus, the path connectlng
organlzatlon and satlsfactlon ngpresents the effect on satis-
faction of the 1nd1v1dua1's organizational status after the

effect$ of the person's profe551ona1 Tole. and purpose in con- o
All re51dua1 varlatlon '

ducting thé search have been removed.
Wthh is not atcounted for by any of the varlables 1n the model

/)g<?ed to be caused by external variables, represented by““
the e' : s ) L

The problem for this partlcular ana1y51s then »-is. to
. test the va11d1ty of the 1nferences about cause and effect i
relatlonshlps suggested by the path’ ana1y51s model.deplcted
in Figure 4. While confirmation of the- relatlonshlps des-
cribed by the model- does not prove ‘the ex1stence ‘of the. 1mp11ed
causal relationships, it ‘would prov1de ev1dence supportlng

their plauslbdllty,

L : * - R

Vj_Flndangs L .

. _ In this section, we shall proceed from the general to
the speC1f1c, presentlng first the findings for the path
ana1y51s in which overall satlsfactlon (SATIS6) is the depen- -
dent or output variable, and then the Tesults_ for the five . -

Table ﬂillsts the correlatlon coef- S

N

Jsatlsfactlon subscales. "’
,ef1C1ents means and standard deV1atlons for the seven var1+
hables that appear in the path dlagram 1n Flgure 4._ The.means‘=
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. TABLE 28

- _CORRELATION MATRIX, MEANS, AND STANDARD DEVIATIONS

FOR VARIABLES IN SOCIOLOGICAL INPUT MODEL EXPLAINING

T .

ALL SATISFACTION WITH SERVICE o

‘Xl XZ )
X; LOCATION

e

X SEX' - .095

X3 ORGANIZN ~.511% - 0g7”

-

" Xe' SYSTEM <093,  .004
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<

 Mean . - s31 36

Standard . .501  .485

- Deviation
1
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"rather than one of . 1ts nine fle%d centres

'women c11ents tend ‘to hold non- admlnlstratlve positions," and'

for the soclologlcal background variables need some 1nterpre-
tatlon 51nce the var1ab1es themselves are dlchotomles.
The mean of .53 for.LOCATION indicates that 53% of the
users in the sample were from Metro Toronto and, conversely,
_that 47% were from.outside. Toronto, ~--8imilarly the*means--for —————
SEX, ORGANIZN, PURPOSE, PROFROLE, and SYSTEM can be;interpreted
in terms of percentages: -36% were students Oor staff at OISE;
475 of*all searches were for professional as opposed to aca- -
dem1c purposes; 33% of the c11ents held administrative p051-

- tions; -and 15% of all searches were conducted using SDC. The.
‘mean of 2.59 (on a scale from 1 to 3). for overall satlsfactlon

1nd1cates the average user was highly satisfied. .

The zero-order correlatlons among the flve soc1olog1ca1

_ background var1ab1es are seen, for> the most part, to be statis-

‘tically significant.” In contrast neither SYSTEM nor SATISé
overall satisfaction have and stat1st1ca11y 51gn1f1cant;{
relationships with the other variables 1nc1uded in the analySLS
Thé path ana1v51s in Figure 4 shows that the pattern of
conrelatlons exhibited in the correlatlon matrlx are present'
even when all of the background variables are entered _ :
Trac1ng the varlous .paths, we see the following relatlonshlaﬁJ
LOCATION has a very weak, non 51gn1f1cant positive corf
relatlon with SYSTEM 1nd1cat1ng that SDC was not used more”
often for c11ents dlstant from Toronto G1ven the cod1ng

system a negatlve relatlonshlp would have been, indicated.

- Location has a non- 51gn1f1cant negatlve correlatlon W1th satls-:;f

factlon What slight relatlonshlp there is would suggest
greater satlsfactlon amono those users out51de the 1mmed1ate
metropolltan area where EISO 15 located ) Plnally, locatlon . R
~does ‘have a strong p051t1ve correlatlon w1th organlzatlon,y IR

'conf1rm1ng ‘that most of OISE's 'staff and students who usefi

the system are assoc1ated w1th the main campus 1n Toronto

SEX the other prior variable contained in the path ,
model in Flgure 4. exhlblts only one 51gn1f1cant relatlonshlp,
that W1th PROPROLE ' This ‘relatlonshlp implies .that EISO's '

1

that 1ts male cllents tend to hold admlnlstratlve p051t10ns.g‘j;jj

y\« .

U:
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‘ :(the negatlve relatlonshlp 1mp11

«

At the’ next stage of analysis, ORG?NI7N rs/seen to have
significant re1at10nsh1ps with both the purpose of the search
(the negative path coefficient implies. those outside OISE. are
more likely to, request sedrches for professlonal rather than

'academlc purposes) and the professlonal role. o£ the individual - -

’ﬁ«that OISE users tend not

to be admlnlstrators while“proﬁ al c11ents tend to hold
admlnlstratlve posltlons) Fin;; 1ANNI N Has a residual
positive gffect on satlsfactlon Tafterkthe removal Tof effects
" dug¢ to SEX, LOCATION, ,’P”URPOSE and’ PR@FROLE

The last. stage of: the path dlagram 1nvolves SYSTEM

PURPOSE, and PROFROLE . SYSTEM is seen to have no statisti- ;

Lcallv 51gn1f1cant effect on satlsfactlon. Slmllar conc1u51ons -
‘hold for PURPOSE --‘academ1c~and non academlc users .care equally
satlsfled -- and PROFROLE --'admlnistrators and NnoRn- admlnlstrators

'areﬂequally satisfied. : ) . -
Turnlng now to the path analyses. “for the satlsfactlon sub-

scales reported ‘in Table 297 “Wwe note that that, pattern of path
Coefficients is very similar to that observed for overall satis-
faction. In fact >, all coeff1c1ents not 1nvolv1ng a satlsfac- .
tion subscale are in fact estlmates o the, same Coeff1c1ents -
reported under the precedlng ana1y51s | They differ only

because of the dlfferent sizes of the subsamples for Wthh
:,complete data were avallable R

| ———

; Concentratlng on the- satlsfactlon subscales we note two

(.

Slnce among the 36 path coefficients>,

51gn1f1cant correIatlons._
- we would expect about thls number -to statlstlcally slgnlflcant

at the .05 level by chance alone. . even- -when there were" no rea1 L

>

relatlonshlps we- should .not: place much helght upon ‘them. 'The;.:,.f
two-paths we refer to. are between PURPOSE and- SATISl satlsfac-};z"

tlon wlth ﬁnb11c1ty materlals and dlfectbons. Thls*relatlon—
sh1p would. 1mp1v sllchtly greater satlsfactlon with these ’
among users requesting searches for non- academlc-purposes. i
The second significant relatlonshlp between'LQCATION and - -
SATISS satlsfactlon with the value of the’bibliography'and .
- materlals is neoatlve . This would‘lmply that users from'”
out51de are more satlsfled with the‘end result of seaTChes

than -are those from lnSIde Toronto.'"" )
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Discussionv o \
This path analysis shows that EISO.has-satisfied both
of its major markets with equal effectiveness. One of tbbse
markets, the professional market, 1s\composed espeC1a11y of
o maler ‘administrators located throughout Ontario. - The “other, .
academic market, is composed of students and academicians. '
This group has a higher percentage of women than the other,
and is concentrated in Toronto, especially at OISE.
The fact that the sociologicélfinput model fails to
explain different levels of c11ent saltisfaction can be . taken

as a mark of EISO's success. Housed as it is in an academic
11brary at OISE in Toronto, one would expect a tendency for |,
it to serve its 1mmed1ate constituency best. The very lack

of such a relatlonshlp 1nd1cates it has been successful in
-satlsfylng the needs of profeSS1onal educators with equal
effectiveness. ' : - '
It should be emphasized that EISO is effectlve. The

mean score for the clients overall sa§dsfactlon was 2.6. on 'a
three p01nt scale. The subscale means. in Table 29 show that
users are also highly sat1sf1ed with EISO's. publrc1ty
materials and directions (SATIS1) its convenlence and help-
fulness (SATIS2), and the quallty of 1ts technology (SATIS4).

" The users reported a moderately hlgh level of satisfaction--

on the" remaining two subscales, t1me11ness of service (SATISJ).
and’ the ‘value of the blbllocraphy and materlals (SATISS)

Given that the timeliness of service was in part dependent

on delivery of materials from EDRS in- the .U.S. », wWe can even-
dlscount to some extent, one of these two.. o

_ The fact that the soc1olog1ca1 1nput model has falled
to. explaln dlfferent levels of satlsfactlon does not mean the..
small variation observed in these varlables cannot ‘be explalned_
there may be other models that are more effective at this task.
With th1s in mind, we now descrlbe the’ second ‘model, which con*
siders process Varlables whlch are more d1rect1y under the

control of the EISO seg;ch serv1ce

~"
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Process Model - .

As- - with . the sociological input model, the process model

for explaining levels of .user satisfaction represents a sub-

system within the larger evaluation framework and involves
only a fraction of the data collected. - .-Key. process-variables -——
are .the method of contact (CONTACT), the system used to

search 1nterV1ew and to .plan the search strategy (STRATIME),
the .connect-time (CNCTIME), the number of citations printed
(CITPRINT), and price (PRICE). A1l of these varlables except

‘héFCh the data base (SYSTEM), the length of time required for
t

© - the method of contact relate d1rect1y to the cost. of .operating

the serv1ce or the pr1ce charged The -method of 1n1t1a1
contact describes the actions of the client in playing the
role of requestor. Two important variables, the data base "

be1ng searched and the id&entity of the search analyst, have
been, e11m1nated 1n this llst of process var1ables since they
are belng ‘held constant by 11m1t1ng the,. ana1y51s to searches'
of the ERIC data-base conducted by ‘one search analyst. )

"The output or-degendent varlables at 1ssue are the
amount learned by the €lient about the topic searched (AMTLRDTC)
and,  his. or her satisfaction (SATIS) In fact, satlsfactlon was
measured w1th 12 items which were grouped to form five subscales
(SATISl to SATISS). measurlng c11ent satlsfactaon with dlfferent

aspects of the- service; _a subset of. f1ve of these 1te - were

added to give an 1nd1cat10n of overall satlsfactlon ( ATISﬁ)
Lo <7

Description of Model . ' ) . N

Using the temporal sequence of events prOV1ded by’ the

Wsystems framework, we can order the process and output var1-

'abies and thereby reflne the statement of /the problem -into - ‘a

~
serles of questlons about pair-wise. relatlonshlps. Method of

contact should clearly be the flrst var1ab1e, followed sequen-

'tlally by stratecy time; turnaround t1me selectlon of a sys- .

tem, -conneéct- t1me c1tat10ns printed, price, amount learned,

~and flnally satlsfactlon.l Th1s sequencq—does not imply’ that .

each variable causes the one that folloMS' however, within
there are a number of plau51b1e cause effect
y .

L

the sequence,

palrlnos. .



’ Method of contact may have a direct effect on both
connect-time and'strategy time since if a person is present
1n person far more discussion and searching is likely to occur
than if contact is by telephone or letter. Connect-time and
Strategy-time, in turn, could effect "the number of C1tatlons~wdu

- prlnted 'since more time spent"on these probably rTesults™ in a
longer bibliography. The number of citations printed might
affect.both price, if'a variable pricing policy is used, and
the amount 1earned by the client, since a longer blbllography
may contain mere information. And, bomh prlce and amount

dh&arned-might affect satisfaction. o '

It is unllkely, in/contrast that, the’ system‘used or
turnaround time will affect any of ‘the process varlables
thngh both might well affect, satlsfactlon- turnaround time
because long delavs mlght reduce satlsfactlon and system
used because one might be more. effect13e§than the other at
retrieving relevant references . If the 1atter 1s ‘the, case,»
‘"then the svstem used may also affect the“amount learned by"
the c11ent. Flnally, the amount a client learned mlght alsg
be” p051tlve1v influenced by the time spent in negotlatlng and
planning the- search strategv 1ndependent of the blbllography.

- The problem for investigation thus becomes testing the

. Va11d1ty of the preceding inferences about. cause and effect

re1at10nsh1ps betheen different, pairs of variables. - The par-

ticular method selected for ‘this purpose 1S path ana1y51s. .
~ The path dlaoram ‘for the relationships described above

is displayed in Flgure 5. Both temporal sequence and cause—_

effect relatlonshlps are indicated -by the flow of the dlagram’\
from left to right. FOIIOW1n0 the conventlons of path d1a—‘ -

. grams - those va/}ables w1th no predecessors~are allgned ‘to )

"*. the left. The dlagfam is helpful in: show1ng the flow of - B

action as a search is executed and in 1dent1fy1ng the rela-"
taonshlps belng 1nVest10ated "The path coeff1c1ents noted on
theudxagram are dlscussed later, but it 1is worthwhlle not1n0 )
‘the introduction of hvpothetlcal varlables (the e 's) Wthh -
.represenb external variables whose effedts are not explalned

-~

by variables 1n the model. s ’ °. ~;
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o In this sectlon ‘we shall proceed from the general to
dthe spec1f1c' presentlnc f1rst the flndlngs for the path .
analy51s 1n Wthh overall satlsfact1on (SATIS6) is the depen--
" dent or output varlable, and then the results for the flve S
satlsfactlon subscales._< ' -; ’ R R

_ Table 30 llStS ‘the. correlatlon coeff1c1ents means, and

'stan lard devratlons for the nine varlables ‘that appear 1n the
:1path dlagram in Plgure 5.° Several of the means need 1nterpre-
~tation ta be understood. , For CONTACT X = .53 1mp11es that_
:-53% of all cllents contacted the Search analyst 1n person
';51m11arly, the . mean’ of .19 for SYSTEM 1mp11es that only 19°
of all searches were done using SDC's “ORBIT while! the " rema1n1ng
- "81% were carried out u51ng LIS's DIALOG el ’

. ~The average delay 1n runnlng a. search was .4. 3 days but_
the actual search process took- about’ 70 mlnutes,:lncludlng 46 g
'zhmlnutes for 1nterv1ew1ng and plannlng the strategy, and 24 ‘
-;ﬂmlnutes for. runnlnc “the . search.  The average blbllography
“1ncluded 104 1tems, and cost the c\ient $28 though thlS;“_
f”average is- of questlonable use, since most cllents e1ther re?r
‘ceived the search free €9%) or pald $30 (82 ). The averace 'f}-
-client learned "somethlng about the . top1c searched (51nce _T
r‘at 2 2 the ‘mean for AMTLRDTC 1s near the mlddle of the three—
3 po1nt %$ale) and expressed hlghqoverall satlsfactlon (2 6 on'

L
Pt
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We Wlll not analyze the correlatlons in detall slnce_
fthat 1s ‘the purpose ‘of. the path analy51s. However,’we would
@-note that 1n1t1a11y, only ‘the amount - learned about the toplc

'7has a 51gﬁ§f1cant zero order correlatlon w1th overall satls-

5fact10n._
Path coeff1c1ents for analy21ng the causal effect of the

'seVen proc%ss varlables on “the. two output varlables, AM LRDTC
and SATIS§ are Included in Plgure 5, ,where ‘each causal path
is indicated by an arrow. The most 1nformat1ve paths are
those that can be traced from COVTACT throuOh CNCTIME and S
'STRATIME to CITPRINT AMTLRDTC,-and PRICE and f1nally tov."

",SATIss.;'e
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L . Both CNCTIME and STRATIME are pos1t1ve1y 1nf1uenced by
7:the personal contact w1th the cllent but. the effect of thlS
on the number of- ‘citations’ Prlnted<15 relayed almost solely _
. through connect t1me.1-The amount ‘learned- about the top1c
‘fsearched (AMTLRDTC) does not appear to be affected by. any ‘of.
the process varlables.A The ‘small negative coeff1c1ent between T
_hlt and SYSTEM ‘which mlght imply that SDC was. 1ess effectlve‘ i
;than:LIS as our search analyst fervently belleves), is not
-statistica 1y sggnrflcant.’ Slmllarly, the pOS1t1ve coeffl-"d
gclent from CITPRINT Wthh would imply. more is 1earned from
: long blbllographles, 1s not statlstlcally szgnlflcant._;
| CITPRINT is a statlstlcally 51gn1f1cant determlnant of
PRICE as would be expected glven the*prlclng pollcy in Wthh
tvcharges for an "exceSS1ve" number of citations are made.
Other_varlables which mlght{;ffect price, such as be1ng in
one of" the“target‘groups recéiving-free searches,_are excluded
from the model but are. represented by el. ' o '
':Flnally, flVe causal varlables 1mpact upo overall
' satlsfactlon (SATIS6) but only two of these relatlonshlps ard:-
statistically 51gn1f1cant. those for AMTLRDTC and PRICE. The\\\in
:hflrst has. a. pOS1t1ve effect, w1th those c11ents who learned o
- more - about thelr top1c hav1ng a more pOS1t1ve viewpoint. 'But,
. _controlllng for CITPRINT AMTLRDTC SYSTEM and TURNARND -
?;those who pald a h1gher price were less sat1sf1ed overall
.:That 1s -a11 other thlngs belng equal - the client who. pa1d a t
H7”h1gher rate would report 1ower overall satlsfactlon than one:
-p who . pa1d a 1ower rate. ',Thus, fﬁough prlce did not appear as-
,_ﬁan 1mportant var1ab1e in the zero}order correlatlons it. does
'a_appear as. a determlnant 1£.the-f1na1 ana1YS1s.f of the/remaln-
:dlng varlables whlch we: thought might affect overall sat1sfac-
.tlon namely TURNARND, SYSTEM and CITPRINT a possible- rela-
tionshlp is indicated only for the’ last. Taklng the- three:
branches from'CITPRINT'together it mlght be suggested that
'1t does affect satgsfactlon with 1ts pos1t1ve effects belng
felt both d1rect1y and 1nd1rect1y via the path through amount
1earned and 1ts necatlve effects felt V1a the path through ’

price.




Table 31 1lsts the path coeff1c1ents for the pnocess'
models in whlch not only‘overall satlsfactlon is:the dependent
B varlable of" 1nterest but also the subscales measure specific

-characterlstlcs of the search serv1ce SATIS1, through SATISS.
In the table paths are named with the effect variable. first
‘and the c?usal ‘variable - second ) The subscrlpts -also reflect .
-this orderlng, e. g.,'pkl is the. coeff1c1ent measuring the
effect of Xl.(CONTACT) on Xy (CNCTIME) An eXCeptlon to thlS
rule occurs when the correlatlons remaln unanalyzed as. betweenf,_
the palrs of exogenous varrables X1 to X3. For these varlables,.‘
fhe zero- order correlation coeff1c1ents are presented. ]

Means standard deviations, and sample 51zes are also .
glven in Table 31. Sample 51zes vary accordlng to ‘the satls-f;"“
factlon subscale belng con51dered ‘'since not all c11ents were
exposed to aly facets. of the service, and hence d1d not respond
to- some evaluatlon questlons.. R : Tl »Tf'* - ’

Path coeff1c1ents for the first 11 paths for the fave_
satlsfactlon subscales are, in- fact lestlmates of the same

- path coeff1c;ents already con51dered in the dlagram explalnlng
overall satlsfactlon. Any va&hatlon from: earller estlmates is

Q\due to varlatlon ‘in- the samples -on Wthh the estlmates are
based. "In fact the ‘new estlmates are qu1te s1m11ar to the

'earller ones, -except for ‘the. sample s1ze of 31 on Wthh est1-'}

;mates for path coeff1c1ents 1ead1ng to- SATISS are ‘based; This -
.is to be expected glven the small sample s1ze,:and serﬁis as o

a warnlng agalnst plac1ng too much confldence 1n estlmates

drawn ‘from this. subsample . ’_ v v" o '_
' ; The” 1a§£ flve coeff1c1ents ‘in each column of Table 31 »
do present new path coeff1c1ents Wthh measure the effects of-*v_
' SYSTEM, TURNARKD, CITPRINT PRICE nd AMTLRDTC or the satis- .

factlon subscales..v U B ff_.ﬁ",;épf*’7:'33 B
. Startlng with SATISl the degree of'satisfactioniwithhr'"

pub11c1ty materlals and d1rect10ns,zwe'nbte”than oniy-PRICE
_seems to- have an effect, and, as before,’ the ‘effect 1is nega-f_
t1ve.: A 51m11ar conc1u51on holds for SATISZ, the convenlencei"
of the service and helpfulness of its staff~” - )
CITPRIVT “PRICE, and AMTLRDTC all: have s1gn1f1cant

effects on the satlsfactlon of the 31 cllents_who-responged
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to SATISS wh1ch measured ‘the tlmellness of the serV1ce, includ-

‘ing document del1very from EDRS and EISO. These coeff1c1ents R

are- s1m1lar to those noted for overall satlsfactlon but are
-fsomewhat longer. _ . [ o '

o In contrast to the precedlng case, only TURNARND _dh _
SYSTEM apparently affect SATIS4 Wthh tapped .client sat1sfac— e
_tlon w1th the quality of the technology, as. measured by~ the’ ,h
'length of the b1bl1ograp2&,-readab1l1ty of m1crof1che and;.f;ffj

.=ava1lab111ty of microfi edreadersmwzgfvf ‘.T"ﬂ:,~' - :';T~;p
f § Satlsfactlon‘W1tHFthe value of the b1b110graphy and. -
lmater1als located’ (SATIS5) was apparently affected by only

' one var;able, ‘the amount ledrned about the toplc.: It is

5notable ‘that, for*this spec1f1c attitude obJect -= the'value
of th? b1bllography and materlals located through it —‘”the-é
‘negatrye effect that price. had on other types of satlsfactlon
_ dlsappears, o ‘ - RN )
.lDlscuss1on_-‘ 5

~
How successful 1s the process model at expla1n1ng user '}Ld
satlsfact10n7 We are embarrassed to. admit, haV1ng put con- . ' '
s1derab1e effort 1nto its development and testing, that it is
only slightly more effective than the 1nput model at- do1ng the
job for ‘which it was. 1ntended : Fortunat ’,‘1t does prov1de
.? add1t1onal 1nformat1on that 1ncreases ifs: overall usefulness.h
| As far as. sat1sfact10n as concerned only one varlable
~seems "to. have- a con51stent effect namely pr1ce. The negat1ve
ef ect of price on satlsfact1on was apparent with- overall _
séilsfactlon, and satlsfact1on W1th partlcular components of -
“the service:. pub11c1ty materlals and d1rectlons convenlence
_and helpfulness and - t1me11ness._ It did not affect satisfac-
tion with the technology or mater1als produced. In 1nterpret—
ing thlS d1f£erent1al effect . of price, it must ‘be- recalled"
75that 9°_of all users rece1ved free- searches,_and most ‘others
_hpa1d $30 or: more.ﬂ It would appear,‘then,'that.when 1ndrv1-;¢“;
"=duals are paylng for” a b1b11ograph1c search they'ekpect;more ;
'15 the way of service. than- they would 1f’they were rece1v1nge~
it for free.-;Yet,w1t 1s 1mportant to- note that the1r expec—
'tatlons w1th regard to serv1ce do’ not carry over to. the1r

» . .t . - ~ -

O
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L prlce. It is- p051t1vely related to overall satlsfactlon, %"

-2

assessment of'the”value”of'the goods, which they apparently
assess 1ndependently ‘of " amount- pald._--‘r=.~”~lﬁ~ EEE .
- We are at a loss. to account for ‘the three other 51gn1f1-

cant relatlonshlps between process varlables and satlsfactlon

scores (SYSTEM and TURNARND W1th SATIS4 quallty of technology,-'

~ and CITPRINT with- SATISo, t1me11ness of serV1ce) We are.
~¥~{nc11ned to ascrlbe them to anomalles 1n the smaller sampleS"
1nvolved or to. extraneous varlables not in the analysi/ R
There is,. of course, another varlable Wthh 1s related ;:
- to varlous satlsfactlon scores with some con51stency, _théf
-amount learned about the topic searched,(AMTLRDTCJ. This
-varlable is an output" var1ab1e_in'its'own'right but inter-
venes between satlsfactlon and all process varlables except.

satisfaction with tlmellness of serv1ce and most 1mportant
satlsfactlon with the value of the b1bllography and materlals,'
Thls last relatlonshlp helps -to- validate the satlsfactlon 1tems
51nce one would expect a person who learns, more than another
'from a blbllography ‘to. be more satlsfled w1th it. But more
important, it ‘highlights the 1dea that the c11ent is mot1vated
. to learn, 'and that if thlS learnlno does nat occur,_dlssatls—{

e

ffactlon will result..
o Though the dmount learned has proven to, be an 1mportam_

'1nterven1ng varlable explaining client. satlsfactlon .none of
the process varlables helps to-account- for the extent of’
learnlng that takes place. Thls fa11ure to account‘for varaa-

~tion in learnlng is an 1mportant f1nd1ng 1n-and of. 1tself

" since the’ follow1ng possible causes - are ruled-out‘%theasystem

S uSed _the number of c1tatlons pr1nted and .the 1nterv1ew/

tﬁ strategy t1me.f—It would appear that explanatlonS\muSt be sought

in the personallty or knowledge of- the cllent, the 1nteract;on

between the - cllent and search analyst " the quality of theISearch'

_ strategy,-or the toplc belng searched. o : RN |
f', - Relatlonshlps for the remalnder of the process model:
’Eave been confarmed. Prlce is - affected by ‘the number of

3

c1tatlons prlnted”‘the number of c1tat10ns prlnted is affected

by connect t1me -- but not 1nterv1ew/strategy tlme'»and both ;-
" connect- time and 1nterv1ew/strategy t1me are affected by the,
‘ I v ) {_ - : : .
T\ )




ijservice, since what is pald -I's relatedgpbt to ‘the ultlmate

"'1*

method of contact. If there 'is a—surprise here, it 15 that('
<Whi1eathe-personal-contact s responsi le for taklng a con™- - h
'-siderable“amount of the search ‘analyst'/s tlme, the«productlon .

- of, ionger¢b1b110graph1es and hlgher prlces,.lt seems to bear

no relatlonshlp -to - e1ther the ount learned or the 1eve1 of"
'"‘satlsfactlon.,' S B o .
| T L . 3.
. o IJ(

Imp11cat10ns

i
N

-

- There aré two flndlnas in’ thls'study whlch Seem of :
'1mmed1ate Import 'to the search serv1ce manager and ‘one.. w1th
1mp11cat10ns for future research, All three are products of
the process model. | ~ _
F1rst it is apparent that any search service Wthh -
charges for 1ts product must emphas1ze the” ‘service as well as R
:the search output.t It is not enough to prov1de customers W1th |
a- b1b110graphy and materlals but 1t must be done in a way
that-makes the'cllent reallze ‘he is paylng as much for the,
‘Qservice”aslfor the product, and that he. is gettlng ‘his money s .
'VWBrth ' Indeed it can be argudd tha't cllents only pay "for the |

»worth of the materlal - but to the cost - of’ 1ts retrieval. '.. .
Secondathg flndlng that process varlables have no clear '
'relatlonshlp to user satisfaction or the amount a user 1earns,
-suggests that, _where\necessary, economies. may be posslblc by
dlscouraglng face to-face- 1nterv1ews (whlch take moTe tlme)
"and by restrlctlng the 1en0%h of blbllographles as much as
p0551b1e.1 These recommendatlons ,1f‘1mposed on a staff, would
probably fail (we speak from’ experlence) But for search '
-5ana1ys;s who areyrespons1ble for thelr OWn- budgets and who muSt
de fend - their existence at 1east in part on the bas1s of the' E
number - of cllents served it may be encouraglng to note that
it is probably poss1b1e to cut a few corners w1thout harmlng.

the quality of the serv1ce,"' ‘

Flnally, the need for future research 1nto the deter-
mlnants of the: galn in knowledge experlencedrby users as .a
result of blbllographlc searches is- apparent glvenvlts-strong'

' relatlonshlp wlth cllent satlsgactlon. Whlle 11brar1es and B
1nformat10n centres hHave tradltlonally deflned thelr roles as f;ff

ER‘C.. . - o o f'lzl S
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prOV1ders of 1nform&t10n W1th no guarantee . that thelr c@;ents
beneflt from’thls 1nformat10n, 1t appears that for .search:
serV1ces to succeed 1n satlsfylng their c11ent S needs,ta~
better understandlng of th€e€ persondl and psychologlcal factors-‘
involved -is needed In~part1cu1ar ~if it is possible to estab-
llsh 1ﬁ%advance the 11ke11hood of a search's success in filling
a- c11ent s needs,‘then search analysts may be. able to’ better )
dlstlngulsh between those. c11ents who are 11ke1y to proflt o
and tnose wno are not. The -failure of the«anput model invol-
‘v1ng SOC1olog1ca1 background var1ab1es to explain dlfferlng
levels of satlsfactlon makes it clear that whatever the vari-
ables may. be that explaln thlS varfatlon, they are to be found
at ‘the- 1nd1v1dua1 and not the group level. -

v . ' . : .
- ; - -

&

VA "Li'mitationS' Co T
S The suogestlons above weré presented w1thout quallflca-’v
tion “but it would be emphasized that they are made within the~
context of.a 51ng1e search service, EISO, serv1ng a speC1a1
populatlon, the professional educat10na1 communlty in Ontarlo,
Canada. leen the nature of its cllent group, BISO's staff
prlmarlly conducts in- depth retrospectlve searches requested j“

» @S °a ba51s for research reports or'background studaes._»Ihe D
1ength of search 1nterv1ews, connect-time, and- the number of.

iu C1tat10ns prlnted ‘tend to exceed norms reported in th%illtera-

A ture, but are not we feel out of 11ne w1th the task (Wax

'1976 p. 13). Nevertheless given EISG'S norms, it may well

' be that 1t cdan. cut cornerS‘w1thout damaglng the quallty”of

e:serv1ce, whereas another service could not.u Therefore, the

» conc1u51ons and/recommendatlons made here should not be con-
sidered as conclu51o%§ of’ general appllcablllty.» ;. ‘l _—

%;_x.~ L ’ Conclusion s ~ S

. L-; The systems framework for evaluating an online biblio-
~graphic Search service described.in this~chapter was success-
'fully applied uSingiseparate analyses to-determfnenthe effeots
~of- 1nput and process varlables._ In the first analysis, a:
'number of background yarlables measurlng the social character15¥
—‘tlcs of EISO's ,userslwere related_to output vatlables measurrng_'

~

[Bhg o L | . . ﬂ: ’ o oo ?4,




_'client saﬁivgéction. The overall hlgh level of gatlsfactlon
rohserved combined with the lack of .any 51gn1f1cant relatlon—h
ships between the SOC1oTog1cal input variables and clledt
satlsfactlon,»were 1nterpreted as meaning that EISO was
iserV1no all categorles of cllents w1th equal effectlveness. .
" Int the second ana1y51s, a number ofqrelatlonshlps among,
& number of process varlables associated with the costs, of -
*joperatlon and output varlables measurlng the cllents - gain
'?rn knowledge and satlsfactlon,' Strongest relatlonshlps werel_.'.
,between processﬁ§ar1ab1es such as the number of citations e
printed and pnlce betweeh prlce and satlsfactlon, and® between*
“"tHe amount lea;ned and satisfaction. “The negative relatlon—_
'ship between price and satlsfactlon which d1d not apply to -
satlsfactlon with the blbllooraphy ‘and materlals themselves\ ;.,L
.hsuggests that serv1ces which ‘charge must be aware that clients’
are rating thedir service ‘as well ‘as thelr product” Future o s
research is nfeded to dlscover varlables that determine the”

- -amount a cllent learns_from a search . Since this- 1nformat10n N

would glve the 'search analyst ‘a better understandlng of when ,
L3 . . :
and how a- search should be: condﬁcted I A S
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When - prellmlnary 1nvest1gat10n 1nto the - creatlon of the Edu-
catlonal Informatlon System for Ontario began in the . early
years-of thls decade the- -world of onllne b1bllograph1c search-
ing was 1n its 1nfancy. Little documented evidence existed on -

' the opt1mal me thods of settlng up a search service,.numbers of
users that might be expected -to use it, or . thevcosts incurred
;1n ‘pProviding it. The ch01ce of data bases was;limitediand
searching techniques_relatively simple. Advances in the'field
have, however, taken place with sometimes startllng rapldlty
.and.these changes comb1ned with the flndlngs of our own research
have4§¥fected the development of EISO and how it is Tun today.
The purposes £ this chapter .therefore, are to present ‘an over—

_ view of reécent trends and developments in acce551ng data bases:'"
"onllne and to document the - changes that have ocsurred.ln the T
JEISO servzce:i_ ® ST T - . o ~Qﬁf¢::/' f

~

Trends and Developments in Onllne Searchrngwgr-' . S

. To state that sfgnlflcant changes have taken place over

' Ithe past -decade w1th respect to. the productlon and use of:

computer readable data bases is almost a truism. The constant
flow of changes can be traced in the ArmuaZ Review of Informatzon
Scnence and Technology, }ournals such. as SpecuzZ Lzbrmes, C’oZZege
and Research Lzbratres, Canadvan Lzbrary JburnaZ JburnaZ of Lzbrary TP
Automatzan’,’JouzmaZ oj‘ the Amemcan Socze'by for Infor’mat'z,on Sc'z,ence, e
'Onkww.mmnew= To. keep up with the changlng scene,.the commer-

. _cial. data base firms. have.begnngio.1ssue_regular newslettersw__q S
and user manuals.'_Dlrbctorles of avallable data bases have o
S - TR T S A S S
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'_appearedaand°organizations5assoc1;te ﬁith data base‘genera;

. tion, ptosesa;ng, and use havecsprung upx EThe developmentsvj
and ‘trends in data bases from 1966 throug 11975 were documented

‘,1n a recent paper by Martha Wllllams (1977) fIn that paper she

”hotes~the folloW1ng changes.-'. . L L W
Number and.S1ze of Data Bases S —i:‘~h.74'

In 1968, there were 20 data bases available to the-_v,f,
"pub11c for 1nformat1on retr1eval purposes. Today there ‘are ’
_over 300 Ten years ‘ago data bases cons1sted of.a few: thou-
‘sand records. Now some ‘data bases a&i ‘as._ many as 400 000

source references anmudly. . ' ,

Number of Searches and Users B - e

e In 19%5 the people-ln the U.S. who- used machinefreadable

" ‘data-base services numbered about 10,000. In 1975, there'were
1,000,000 online retrospective searches performed in the»U;S. '
and Canada eXCluding library_automation applications such as
OCLC. - '

.”SubjectiCoverage of Data Rz2ses
| -Originaily iz~2 bz-:5..-ere developed by government or-
~ganizatlons-’VA;A,iAEC{ NLM), were'missionforiented and con-
tained scientific and technical'informationﬂ_ Then abstractlng
:and 1ndex1ng services 1in sc1e:ce and. technology began to- N
;develop data bzzes., They, wer followed by the "soft sci ces,;
psychology,,educatlon, and 3cial sc1ence. " Now cover éﬁp

spreading to the arca of AJuman needs consumerlsm ni\ care. .
. _ o

~

Retrospectlve Files | B L o k%

. Because some data baseforganlzat1ons go back to 1966 ~ _
retrospectlve search capab111t1es are. expandlng. - = '
. . £ - f . ' . "‘.. N
Types and Character1st1cs of’ Source Documents .
:gpf\Vid Early ‘data’ bases covered government reports, journal
'.art1cles and patent 1nformat1on, and tended to be largely
blbllographlc. There is. now a trend-towa#d numerlcal data,"

bases, and- ones that contain Qess permanent mater1 5 such a’ls e -
'news 1nformat1on information about current resear prOJects.-7f
. /- ‘
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'Users and User Organizations

'”?customer/pf an eﬂ%repreneurlal 1ntermed1ary.

‘Funding Sources : S b ]

There has develbped a trend away from government-funding A

of mission-oriented data bases toward commercial organizations

producing data bases specificaliy_intended as searchable files.

- ~

Charglng °for’ Data Base Serv1ces ) o ' )

Early government funded data bases were avallable free
“to government employees and contractors.. There followed a”
perlod of sub51dlzatlon of search centres with 11ttle ‘OT no
fee passed on’ to the end user. ThlS was followed by efforts
of these centres to become . self- supportlng by-charging for
services. Now organizations are f1nd1ng they can make a
prof1t {SDC, LIS) and there is a grOW1ng 1nformat10n industry. .
.This trend toward commerC1allsm ‘is a d1rect result of - techno-
1og cai aevelopments which have dramatlcally reduced the costs'

. of data .base searching. 'In 1965 1t would have cost $1, 000

to search a data -base of 1, 000 000 records. Today, at costs

between $10 and $5§ o .ﬁ - . ; L.

These have shlfted from belng prlmarlly government and

-1its contractors, to 1ndustry, then un1ver51t1es ‘and now

public llbrarles.« We -now have th1rd party users or brokers““
.of search services who sell the results of thelr onllne search-
1ng to- thelnjown customers. The end- user 1n such cases 1s th

~ %

:'Professional-Organi&g;ions. o | - L

-

-Ten,years’ago there were no oxganizations devoted to ...

computér-readable data bases. In the last ten'years;hASIS

‘has deveioped special”interest groups on selective”dissemina-

“tion of information'(SIG/SDI),-and on user online 1nteractlon'

CSIG/UOI) "In 1970 ASIDIC (Assoc1at10n of Informatlon Dis-
s§m1natlon Centers)'and EYUSIDIC (European Society of Informa-

-

tlon Disseminatrion Centers) were chartered CAIS. (Canadlan.
ASSOC1at10n for Informatlon Science) was formed in thls

EN - ~—

country.. _ -i -o - _ -
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Publlcatlons Devoted to Data ‘Bases- : ‘ s ,':;

- Whereas ten years .ago, little-.was publlshed today over
500 references a year deallng dlrectly with data bases appear
in the Journal and report 11terature.. In addltlon, the rele- -
© vant organlzatlons publish bulletlns newsletters, gournals. '
These were followed by edited collections of papers, direc-
tor1es, and in the’ past f1ve years monographs have begun to

'*app'eér-» T IS J

Termlnology Development

s It is startllng to remember that in 1967 the term
'"data base" was hardly, if every used and that "online" was

‘not known.

_Standards ) ,u

When data bases were used exclu51vely by the produc1ng
..organ1zatlons, there was no need for standards. In the 1nter-‘
veéning years, as more organlzatlons became involved in proc‘
ducing and -.processing tapes, "the need for standardlzatlon'_ﬂ.
__became obV1ous._ Th/; area’'1s stlll in 1ts 1nfancy. '

F1le Des1gn :

| Early data bases were not‘des1gned for searchlng but -
J'were productlon a1des that came about as a byproduct of com—
puterized comp051t10n £ ’ﬁ/rdcopy publlshlng.. Sophlstlcated
technlques now allow one masteT file to generate multiple N

products hav1n§ d1ffer1ng formats and contents. ’ .

r

;inlne S/arch Softwareu

It .is hard " to remember that ten years ago online retr1e-'

’val was only a’ gllnt 1n-the eye of a few 1nformatlon SC1ent1sts.-

“From rather limited versions of search systems&.current soft—
'ware continues to 1ncorporate features that ‘can accompilsh a

var1ety of functlons for. the user.g ' ____',-; [

Vocabulary for Data Base Searchlng - f-} “_j- _'7d:h-;” ,

: . -
i 2 " e

‘ The trend is awav from the use- of h1ghly structured
hlchly controlled vocabularles for searchlng data ‘bases and

e - P
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-
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. of data bases and the ‘availability of online search. services;,

towards free-text »natural language searchlng of t1tles, key .
- works, key-word phrases and abstracts I . S

Netwdrking
Perhaps the most 1mportant ‘ttrend 1n_the data base area
has been spurred by the development of huge 'retrospectlve files

which are too large to be supported by ‘use within a limited .
geographlcal area° -the vast increase 1n the numbers and klnds

the numbers of data base users; the COOperatlon made possrble
by the need for standardlzatlon- and technologlcal developr
';ments 1n telecommunlcatlons.- The development of such. commer-
‘cial communlcatlons networks as TYMNET Telenet "etc., have
in turn permltted the shared onllne use of search systems at_'
SDC Lockheed NLM Informatlcs Mead SUNY OCLS -etc. h

. Whlle much progress has taken place and many p1tfalls
' have been av01ded .Several problem areas still" remaln largely
.Aunresolved or in the research phase. Copyr1ghts, ddta r1ghts,
patents export tarlffs for data bases and. spftware are largely
unexplored.' Document avallablllty Still poses ‘some. élfflcul— “
‘ties. The deveropment of ‘a2 common command language for acceSm
. sing multlple onllne systems all with d1fferent command words
'land(or sequence ‘of operatlons is- Stlll 1n an experlmental

- Stage. Problems of choosing between many data bases’ that'

,'_vary con51derab1y with respect to subJect‘coverage, ‘sou¥rce
thypes file format record format 1ndex1ng, vocabulary, etc.,.
-remaln while fnvestlgatlon of pnoblems concerned w1th the . I

man/machlne 1nterface 1s Just beglnnlng.,

1y
3

. | The.'E"ISO Experience . ... ¢
- . .- -Experience w1th EISO Tonfirms and emphas1zes the p01nts,-
| brought out in the 11terature regardlzg the rapldlty.of change.
The following developmen s are some o those that have occurred
‘only within the last and’ that have’ affected the type of

service" ‘provided. B // gi'vfg_*,g-- Af----L‘A-'-.;‘
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=
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Availability of Data Bases

In the last year alone the follOWing data bases have
become available, Language and Language Beham,or Abstracts (LLBA) s
Library and Information Science Abstracts (LISA), Canadian Business Perio- .
dicals Ihdbx' Canadian Newspaper™ Index, and.SbczoZogzcaZ Abstracts. On-

the draWing board and about to be launched by Lockheed are MREM1;

‘and Natzonal Council for C?nZd Abuse and NegZect among seven others.

Reloading of Data Bases

1

-~ . Ne searching capabilities are. constantly being intro—
duced. -The- most potentially important oneis the ability to-
search for words or phrases in titles or abstracts rather than

only by descriptors.

Changing Search Rules

An example is the shift from being able to search the
class1fication codes ;Ln Psychologzcaz Absf:racts by uSing four

digits to us1ng only two. -

-

. Changing Print Formats .
S {

. Lockheed now offers six different format'options, SbC-

even more.

‘_Coverage Decisions EEREE

The most- ObVlOuS is the broader coverage in.RH?that

:offers dissertations and ONTERIS tEat continues to expand into «

~ the areas of curriculum guidelines and_CODE materials.

L' d

Communication Networks!j

\ K

IR Originally using one number With Tymsharte, EISO now

Lty

uses. two networks. (Tymshare and Telenet), and two_systems_
(SDC 'and Lockheed), plus ONTERIS ‘involving a‘total'of,five'
different logons.. . e . B

A ) Los ' . . D )
R o ’.' ,----- ;'--“-

Data Base FeatureSr : _ . . .

Y

-

New features include cited reference capability of ‘
Soeuzz Sczences Cztatvon Intex (SsC1), and numerical sub3 ect codes
. | .

lJl PsychoZogzcaZ Abstracts.. | S ,' o . .g’jfj¢;~“ 3u

o
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2Q5Changes in Costs and Charging

"<ONTERIS and The New York T1mes are used to- prov1de access to

These include 1ntroduct10ns of dlscOunts by SDC and
Lockheed that are prorated accordlng to usage' the reductlon
v,of communlcatlon costs and ‘data base charges, and the e11m1na;‘
tion of flat fees and the" substitution of rates reflectlng

~actual costs incurred. = - o | - L

_Increa51ng Ref;nements to the Search Process | o

One of the more concrete ways to grasp what thlS 1nvolves '7j'
- is to examlne the tables of contents of Lockheed's Bruﬁ’&adé |

to DuzZog Searchtng and SDC's Informart Search Service (Appendites

E and FJ, both from the user manuals that number hundreds of

pages_ S ) _ o - _"' .‘: . ) . . . ’ S ‘.‘

‘These changes ‘have, of course, "profoundly affectedtiEE\ - -
c type of service that EISO is able: to offer Its users. For o B
"example when the service began in-March 1975, only one data

"base (ERIC) was -searched- and only one" system (SDC) . used to

access that file. Now several systems 1nc1ud1ng SDC Lockheed

‘:a varlety of data bases in educatlon ‘and the closely related h
social’ sc1ences. ‘ ".‘\ . ,'- B _;;““

‘The serV1ce has expanded its prov151on of or1g1na1‘f1u~;hﬂl .
;Tdocuments by supplylng users. with a ‘choice of the - follow1ng ORI
’7format5° m1crof1che copies of fiche documents paper copies
*iof Journal art1c1es, and paper cop1es ‘of mlcroflche documents.:'

'75The flrst two of;these optlons are supplled d1rectly by EISO

"staff the ldast through an arrangement with MlcroMedla,:a‘
7floca1 commerc1al .company’ (see Appe=n ~dix G) : »;f;zmhlﬁg";-_-i
'd Pr1c1ng pollcles have been s_bstantlally changed also. T
l:Inltlally,fas a result of data collec ted during a short tr1a1
';perlod, a flat fee of $30° was charged per search Then~ '

it became p0551b1e to obtain exact computef costs 1ncurre§sby~ _ B
each search on the pr1ntout‘and as it edamemclear that there -
was- 1little 1link between time spent on a search by the search
analyst (wathln the 11m1ts set by EISO) and. the satlsfactlon"
of the user, the: dec151dn was taken to 1ntroduce a sliding j"
.price structure. Now the user ‘is charged ‘for d1rect computerhf

-
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conncect t1me costs, number of c1tatlons pr1nted and a. flat .-

'rate for the search analyst s t1me to the nearest quarter hour.i

These costs associated with connect-time and citations vary

Jywith the system accessed and: ‘data base used. This new pr1c1ng‘

'structure has - the advantage of 1mp051ng economic dlsc1p11ne

a search

~on the Search analyst without reduc1ng the,quallty of the.

Pub11C1ty efforts "have also been somewhat mod1f1ed as a.

ﬂﬁresult of research and practlce. It was ‘found that’ art1cles

and advertlsements in profe551onal Journals ‘went v1rtually
unheeded and did. not se€érve as. an effect1ve st1mulant for '

_users._ Far: more effectlve were the brochures CAppend1x H)

sent to school boards. D1rect ma111ng to all schools in the

'g.prOV1nce was tried but found to "be exce551vely costly for ‘the -
ffnumber of users generated. The current methods of publ1c1z1ng :
“the- serv1ce consist of tw1ce yearly (Fall and W1nter) ma111ngs

- of - 12 000. brochures to schodl boards, facultles of educatlon
profe551onal assoc;atlons, etc., fllers distributed at Summer
”and Fall .OISE student reglstratlons (Appendlx I); 1nclus1on

of se551ons about EISO in graduate courses 1010' Research

zMethods in- Educatlonal Adm1n1strat10n flOZl-.Retrleval of
_,j.Knowledge in- Educatlon, and 2050 Dlssemlnat1on and Ut111za-
"'{tlon of Knowledge in Educatlon. In add1tlon, hlgh v1s1b111ty

”’1s malntalned by attendance at conferences,\or1entatlon tours’

for v151t1ng educators and- the packaglng of b1bl1ograph1es

‘and original documents in covers w1th the dlstlnctlve EISO

.logo (Appendlx J)

. With the start of Phase v of the EISO pro_‘]ect 1n Apnﬂ

'1978 the maln thrust of the’M1nlstry of Educat1on contract

’“,became thﬁ prov1slon of the onllne b1bl1ograph1c retr1eval

serv1ce Collectlon of research data»was sharply curtalled

'and all data collectlon 1nstruments were rev1sed to reflect

;the sh1ft in emphasis from research progect to service foni- .

-

””,torlng.} New Search Request Forms (Appendlx K), EISO Service

';1t,.the1r deoree of satlsfact1on w1th it, rand the cost of

o C

-Evaluatlon Data Sheets (Appendix L), and EISO User Evaluat1on

Questlonnalres (Appendlx M) are- deS1gned to prov1de 1nforma-
tia@n on who uses the service, the purpose for which they use



providing it. Items referrlng to other&types of 1nformatlon
-have been e11m1nated _ _ : ,

""g{?- The role of the Education- ‘Information Consultant or EIC
the 1ntermed1ary between geographlcally remote users andvtha
centrally located 1nformatlon resources; -that: began 1n-1975—

is cont1nu1ng though in a modified format.. ‘Detailed case'v

'stud1es of the four part- t1me llnkers (Auster, 1978) showed

A that these individuals were 1ndeed performlng a useful func- -

‘tion as percelved by thelr users. Their greatest contr1butlons“
tended to be in the ‘eaTly stageSbof the. search. process in maklng

the po tentlal user aware of the service and helplng h1m to
define: and clarlfy his problem or’ 1nformat10n need .The roles

_that developed were found to differ 51gn1f1cantly in. ‘their con-
flguratlons W1th the functlons performed time - spent numbers
of users varylng markedly from EIC to*EIC.. One of the -unex-
pected outcomes of - the: llnkace program was the springing up
of" voluntary or self- selected EICs who' had heard about theﬁ_

'~ service and felt that it could be useful to the1r organlzatlon.‘
These ~volunteers have. become repeat .users. of the EISO serv1ce¢.
and have generated numerous searches over the past three years.~ig
A The roles of EISO 's staff members have '‘glso undergone - . -
changes. The job of the llbrary ass1stant who- performs the
cler1cal‘dut1es of the project has expanded with the 1ntroduc- _
'tlon of‘alternat1ve dupllcatlon formats, 1nd1v1duallyrta1lor1ng'L

:n'billing sYstems; and .Tegular publlczty malllngs. Record‘keeping,
f_office'manadement and questlonnalre cod1ng round out a busy ;

:routlne. The pro;ect manager”s functlons have so-far: not been

c';as severely curtalled as was ant1c1pated at the beglnnlng of

'ilEISO's Phase IV. Whlle it was‘thought that the reductlon of

data collect1on and analys1s would. reduce the t1me needed to

dfcarry out thls role,‘the fact, that the role had been a shared _

one for the f1rst three years of the progect was largely Qver- d-'
looked. It appears that with the respon51b111t1es for,research
project monltorlng, and pub11C1ty shlftlng up one 1nd1v1dual
the time allotment for that role is closer 'to the 30»40° range'd
than to the. lO° actually allotted to . 1t.

-~ The greatest change, however has been in the role of

L‘the search analyst.vaer rolevhas become‘far_more complex.

UL e o N
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as a_resu%t of the technologiEai trends and'developments “des -
cribed earlier.' With moré€ systems. -and data bases’ at. her dis-
pdsai _she must constantly update her.skills and the 1ist of
'skllls regarded as’ necessary has become 1ncre351ng1y lengthy.
» One expert . (Martln 1974) feels that the analyst ‘must be know-
' ledgeable about query formulation and result manlpulatlon.
The’former includes fam111ar1ty with suffli removal, search
fleld control, dictionary access, spelllng variations,

‘related term capability, ‘word proximity operators' Boolean

operators request sets, phrase decomp051t10n -search proflles,'
and sequentlaI searchlng ,‘The latter -includes’ fam111ar1ty w1thv~

search Teview, predeflned formats- on11ne formatting, - rap1d
scan, expandlng,_sortlng, .,ranking, m;croflche statlstlca} T~
1nterface, offline prlntlng, and data access protection. _

' Another expert (Wanger, 1977) presents her view of theﬁ_

skills requlred in chart form1 L .
: - TABLE 3200 -7
o L SKILLS REQUIRED 0 ACCESS MULTIPLE DATA BASES |
Skllls/Knowledge Base
.- . .| Reference o - .
o+ | § Infor- Data . . "That..
S 5 -.|.mation . Base System‘ ‘Specidl
) ' Educatlon Knowledge Skills -  Skili"
(1. anawyEE T INFORMA® | .. x T P R
e fi TION PROBLEM SRS A S
=3 T - B ) T s .,".:_‘_.' _
§< 2. 'SELECT DATABASE(S) = | . X Xt oviix x
S ||5. seLEeT TERMS L x X x x
. |4~ CONCEPTUALIZE INPUT TO R
'T\"  SYSTEM | N X X X X
|ls. Evawwate PRELIMINARY |~ . a o o
iy RESULTS ~ .~ | % o XX X
= 6“.'-CYCLETHRU15 AS - - - g . Y
S NEEDED L x X x X
L= M7, MAKE FINAL PRINTING | _ 3 o
izﬂ . DECISIONS . x x o X X
?_T___ L e - e e e - J__________;--_____-,. ________ ——m m e e
8. EVALUATE FINAL RESULTS  x - x °~  x ' x
. 1Wanger Judiéh._ ”Multiﬁle Data Base Use." . Online, 1977
), 35-41. o ST . | , .
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_She»recognizesi ‘however, that the search process is a dynamic-
one relying- heaV11y on human factors wthh cannot ea511y or
CompLetely be captured on paper. To’ underllne the 1mportance
of that extra d1menslon, she 1ntroduces "that special sklll"
wh1ch may encompass - ' .‘ : R o -

-« '« . the ability to relate to people, to :
~listen, to read (and hear) between the 11nes, / L
to make some -fairly- abstract connections, to .
; o feel conf1dent about entering .another’ person s
oo - world of 1nterest and expertlse and to begln
B .- relating a search problem to. the world of in=-
. formatlon (p._SS) RN : S "

»f - Needless: to say, the errors that can be made by the un--.
suspectlng novice in such a sophlstlcated profe551ona1 area"
are almost’ 11m1t1ess. " Ironically,. however the major learnlng
opportunlty for currently practicing search analysts has until
recently ‘been pr1mar11y .on-the-job tr1a1 ;hd error augmented
by profe551ona1 development workshops held by th commerc1a1

data base brokers at conferences. v -

.'g:' : s -95 R R R

‘ﬁ S 'ji W”[ Conclu51on

) When the EISO prOJect started the whole f1eld of
onllne b1b110graph1c retrieval was relatlvely new and undeve-
loped. Few gu1de11nes orJtrlterla existed for the establlsh-
“_-ment and- ong01ng operatlon of such serV1ces costs were as
~yet undetermlned and user acceptance was still problematlc-
Within a very short time, technologlcal advances made possible
the prOV151on of a wide. selection of data bases costs became
more readily determlnable and online access became the 'f N
accepted way of Searching -a substant1a1 portion of the soc1a1
SC1ence 11terature. There can be 11tt1e doubt that onllne*

r

-

1serv1ces w111 contlnue to develop and “expand to meet the 1n-~,_?
formatlon}needs of grow1ng<numbers of users in the future. '

> . - . - - -
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".T% i) second users of fhe 1nforma+|ohm

;"f“‘5fg}w;‘ il) recommendafnons fo ofhers re use of se ice. . ¢§§; , ' f};

S PART I- VERIFICATION OF QUESTIONNA!RE rrsms N % T AT
o E:‘ lnfervnewer Tape followxng lnformqflon flrs+ R
B S . e S
Y. Search’ number and‘Topxc. (For mqlfiple_seqrches, refer fo.

o lasr search) . Lo e SN

s R . . v‘A.v _ e

Name: o T T Number

..T i - P . ’ i P - B
. op,,xc : =3 3 : - y

2. Address and phone:.: ooy A R -_.-'i~

_Address:

n.vP6§+é{‘C6de:T 3y o "5 Phénéﬁ Bus. Res.,

'~A5 3; aType of Organrzafuon wnfh whnch prlnarnky assocnafed'

v - ,f:‘. i."_":. ¢

4..1Ro}ejih_which searéh requested: i -
- Could you fel! me abouf *hg,confex+ for placxng fhe search- e g., ii ‘
. +the carcumsfances f*af prgmpfed |+ . A N SRR
: R A S Py L
7 *Fundeéd under coﬁ+raéf’byffhé anisj%yﬁéffﬁddcafidh;:dntarib.':‘;  -




s a)_ on~ +he eva!ua?lon ques?uoqpaire you reporf 1 /(Iowjhedyum/ .
ER P high) JTevel of sati faction with. The value o The\bizgiégraphy
o ;Q:ﬁ4~‘_ fitsel'f. Could you @ and on ?h:s e&elannlng~why you fel¥

.. </' ;_'_,e) Whaf‘becane of’ The blbllography7 Is :T in your flles°

=2l

7:f" 3. ,Secondary Usesg

_ L fhxs way?

- -

Vo - A ‘9 '

- PART 11: MAJOR TOPICS FOR IN-DEPTH. "PROBES _

-
RN

| ""i..-,Saﬂ"s'facxiohl (old items 45, 46; negw lTems 38,39, 29 30)
S T {

.5\

QSample probes.' Was fhe formaf saflsfacfory°' Did you undér-
«.'Stand 1t? Vere the citations relevant?. Be specific--if. not,
-.why not? :Did the search’ analyst understand the ques?:on‘\

. properly?  If not: "evidence? Wrong Terms used’ Did you?Ff'

confacf her agaln 1o let her‘know7 ..:3\\'*,-.‘ R f'f

S b

b) ,xﬁu repor?ed a.(hlgh/meduum/?f_ level of saflsfacfaon with _
_ e materials. located via th bLbIlography._ Could you explaln ;, .
f_ _hoW you came to this” concluslon7 L ' el ""-<_

Sample probes- What d:d you do abouf gefflng t\ materlals--f O
order them from EISO or go to the. brary’ How mugh did you:

. ' read? - Vhat did you Jjudge them agalnsf (e.g. boo :rxprev:ous o
knowledge)’ SR . 14?axm, - L
) Whaf suggesflons dg you have Thaf mlghf lmprove The qual:‘f%b (

of E!SO servrces and producf7 - _ SR

Samp!e probes.. More 1nformaf|on on’ cerfaln Toplcs- books,,_f-'
currlculum ngdes, Canadnan maferua!s~ etc. a
: o : ’ D.‘ ) .
2.0 Ufiltzaflon of‘tnforma+|on‘refr1eved (o!d.lfem 32- new 28). e
S Ay ' Did you use the blbl:ography7 1+ so, how? What wis The flnal
result (research report; new program; whatever)? Is a. COpY .
. . available .(that we can .have)? Vhat contribution did the EISO
R . search make To the- overall proJec+7- to the "baekgrouqd.nesearch"
‘phase? | : ' T

ST e ; : T Lo
'bJd Did you encounter any prob!ems in us:ng |+7' If so,_whaf kJnd

" ‘were they? Did they relate to'the service or to local L -
_curcums?ances’ What would have helped you resolve fh:s problem’ B

M .
......

o XY oo )
B _d)— Have you used The blbllography agaln for anofher purpose (e g.-n

'ﬂ,y' BT c!ass maferials)7 lf so, is There a producf“ avallable’

' o Can we gef a copy?- ‘_“_. L SR ”.fmFyW;g*j"'"

4 . . - - R . seroAs T . 5

ai DLd you pass{on the b|bi|ography, or a copy of tf fo anyone'

‘else? Wwho? ™(Be. speCLflc--so we. can’ confacf Thqn ) vihy?
Dld They nge*any feedback on. |+7e, R

.
- . . . : . ) -.
) - . - ' Do . ' . ’ - . | . Y - . . LT .
* .




AT

b)) Dld you reCOmmend use of fhe EISO service To anw colleagues’ AA__;zmm

B {otd—item 50; new 21.): wno’ Why’ Dud'ghey*givb any feedbaqk R
~on it Iafer’_ﬂi;’ SR . _ , "(

w‘) Can you- think of any ofher "secondary“ effecfs of your use
LS of E1SO, or of, the bnb]lography7 For example, did you pass’
% .on coplesfof ar+ic!es, efc... ) . .H _ t‘: ap»\-
PART lll- QUESTIONS RAISED IN REVle OF QUESTJONNAIRE - ESPECIALLY

%:.'$_ ‘ _,_A..FOLEON—UP OF, COMMENTS’}Iype ‘or’ wrtfe these- 1n%§rrsf )

& .' e 'é?i- :
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A
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2 A.k'f-'-l- e
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oy
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- B .
- N .
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. .-
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- B .
; . - &\\ X \ . ) o ) R - [
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Thank you very, mucn for your gjme and tnferesf . assure you +ha+

o all the information IS confidential; your- name and poé:fnon will not ﬁ?
_ appear nn any report. Flnally, 1'd 1ike to Ieave with you a, copy- of
<= the guide tTo EISO Search Analysf’s card, and’ several COpIeS of our
bro¢hure. - . : o T .. -
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/ FILE DESCR]PTION

‘the behavioral sciences. Over 900 periodicals and 1500 books, technical reports, and moncgroghs
‘ore scahned each yeor to provide coverage of original research, reviews, discussions, theofy con~’

PO

(| : .
) The followmg genercl fields are Sovered: \ . ) e
~ ' @ Applied Psychalogy o - ® Perceptual and Motor Perfomance )
® Cognitive Processes . . , @ Personality -
_ : & Communication and Langucge _.. - ® Professionals in Psychology
* & Cultural and Secial lnﬂuences ) ® Psychometrics in Psychology . = -
" and Behavior ? T s ® Treatment cnd Prevention = -
o Developmental Psychalogy _— _®- Physical and- Psychologncal Dlsorders
- ® Educational Psychology AN L ® Animal PSychology
.® Neurology and Physiology : - i

SOURCES ST S S

Each yeor the APA srcff excmmes approxnmcrely 2, 400 pnmcry sources, bo?h domeshc-ond Fore:gn, \

mcludmg the - fo!lowmg- .. . .
- B L . . . . ’ - - | - -
® Pernodxccls | . T S e o ] <
e Jechnital Reports -~ -, L S :
. ._. Moh%raﬂs . .- . .- . . - ’ ) S .‘ '_ T .';
) o Books . T e T s . B -
. . s : _ N

A L -‘ . . -’ st =N

S _ ) . .
PSYCHOLOGICAL ABSTRACTS covers the world's hrercl'ure in psychology and relare;! dISCIphneg in

Ferenca repcrrs, pcmo] discussions, case studi and descnphons of apparafus.

£

SUBJECT COVERAGE £ e

=\ {

ORIGIN - . F T e T

k PSYCHOLOGlCaAL ABSTRACTS lsproduced byo o . o - R S
Americon Psychologlcal Aszocigtion - Telephone: ' . L _
1200 Sevenreenl'h Stree, N.W. oL 202/833-7600 - . o
Woshmgton, D C. 2Q036 R : e _ %/ L ’ vt
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Aruitoxt provided by Eic:

1 At

.  PSYCHOLOGICAL ABSTRACTS -
- MW_MD]KLO G® FIIE n—- -

v

_SAMPLE RECORD . |

6 J ’ .
JA= TEpa t = . .
YR : ik . -
- DOC YEARs: 1974 VoL N0 S5 ABSTRACT NO: 10895 ‘ -
- Modification of acaressive behavior in two kindorqarten chxldren.4—ﬁ]
AlUs——pm-Husser, R.3 Flosdarf, P.¥ Limboura, Harla "
U Tubincen, Psycholoalisches Inst, W Germany === = /CS
JN=——s-rPsychologie In Frzfehung und Unterricht 1974 Vol 21¢4) 249253 %
) - Selected 2 aqggress<ive boys from 33 kindergartners and rated thelir ;
. aogress ivaness for 6 hrs _on i1l days. For the next 11 days
. _agqressliveness was followed by a Temoval from the room, the length of .«
absence ¢chaten by the child after the reascons for the i{solation hadA /AB

Cl=
SC=

-

-

B i i i el

been axplained. After 12 wks of no treatmant, both boys ware observed
for another 11 days. The less. aggressive boy had abandoned his
stronaly aoqressive behaviors, the ather one had resumed them. thounh
not at thelr orevious hich-leval,

Fl

ANGUAGE~ Germ LASSIFTCATIMNI= 3 ~ 5 9
SUGBECT he— A Wzdﬁ . CLASSROOM BEHAVIOR MODIF1CATION -4—/05

KINOESRSARTEN .¢£‘U’.’)ENT 1390, 09410, 27370

ThOEX PHRASE= | ength of remnoval from clascroon rnnou:nq--_/m

amressiveness, acqreﬂlve behavior. kindergarten malas

-

RETRIEVAL METHGDS- ' -
SUBJECT OR TEXT SEARCHING .
 SUFFIX | FIELD NAME _ EXAMPLES . |
None 8asic Indek E AGGRESSIVE = S CHILD?
(Title, gémpu, . S AGGRESSIVE(C)BEHAVIOR(WIMQRIEICATION ¢
“lcdentifier, Corporate * S TUBINGEN(F)GERMANY'
.Source, Abztract) T . '
/m - | Title - S KINDERGARTEN(W)CHILDREN/TI
/DE Descriptor S - CLASSROCM(W)BEHAVIOR/DE
V- Identifior S CLASSROOM(FIREMOVAY/ID
/S Corporcte Source $ PSYCHOLOGISCHES(WHNST/CS - . \
/A3 Abstract S ISOLATION(F)TREATMENT/AZ . .
. CODE SEARCHING — - .
JPREFIX | FIELD NAME - B EXAMPLES
AU Authoc - " EXPAND AU=Flosdorf - SELECT AU=Buuer, R.
CL= Classification Code" EXPAND CL=30 . SELECT Cl=35
CO= CODENI EXPAND CO~PSY SELECT CO=PSYC-A
JA= Joumal Announcement - EXPAND . JA=S500 SELECT JA=5505
Jn= | 3oumal Name EXPAND JN=PSYCHO- SELECT JN=PSYCHOLOGIE
- LOGIE ERZIEHUNG _  UND UNTERRICHT
LA= Longuoge EXPAND LA=FRGN - SELECT LA=GERM
§C=  ‘h-Subject Code , EXPAND SC=013 SELECT SC=013%0
YR= Year of Publication © EXPAND YR=70 SELECT YR=76
], in PSYCH ABS . ! ' T
UD= Updote , EXPAND UD=7600 SELECT UD=7505

r

CODEN is expandcble & sefa-creblo but is not displayed when citation is prmred.
The LIMIT command is na? appliceble in File H. -

FORMATS AVAILABLE - L

Formar 1 DIALOG Accession Numbers . — .

Format 2 . PA Record w:thocr,Absrrccr .
Formar 4 PA Citation and Abatrect . .. R
format 5 : - Complate Record . - ‘%.

Format & - PA Cirgtion Numboeand Title

Format 7 PA Citction Number, Au?ho:, Title, Source, mwmonr C‘rchon, end

. Abstract

SORTABILITY - .

Search results con be rearrengad for offline printing by using the sorting capobility in conumct:on
with the offline PRINT command. Sortable ficlds cre Aurhof ond Tucle. Ascending order (A-Z)

will !:m used unless descending (Z—-A) is specified. . . . §

_EXAMPLES: PRINT 4/51-94/AU/TI - o ..
PRINT 7/2/1-20/AU,D/TL,0 S -

.157' s .

a
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>

Hare you bar about 1507

" ERIC i an information gathering and dlssen”ﬂnaUng ,

‘Educationa S

forfiaion -~
System

Chances are you face roblems how where additona

" information would be of help. If s, the Educational

Information System for Ontario (E1S0) projects
ready to a5t by lommg and duplicating materigs
contained in the collection of the Educational *

. Resources Information Center ER]C) and other Gt
- bases of interest to educator

Whatis ERIC?

»

network comprised of 16 subject: specnqjused clearing:
houses operating under the auspices of Eae us. -

" National Intitute for Education. Thec ringhouses
collect index and abstract research reposts, conference

pdpers, curieulum materials and handbaoks, including
many from Canadian sources, and announce them

~ monthly in Resourees in Edcation [RIE). The”y'{ﬂ

index more than 700 journals, including 26 fro

. specilly rained refrence braraninthe OISE.

7 set of references and abstracts are printed offine

F] ? ".‘
”‘ . "I \y
\ , ,
v /
. "a.
Howdoss EISOwork? o

A search request is submitted to the search analyst, a /7

* Library, who rewords the content to conformtoa
list of subject headings designed for computer

* seanning of the data base, Via a computer term maﬁ
 the seach analyst Queresthe data bese. When .;
combinations of subi{éheadl sare entered (eg. /

\ remedial reading AND teachgr aides|, the number of ¢

, relevnt ittions and sample ciatonsare perked ¢
" Gndine, If the citations are appropriate, the complete '

-

~ and mailed to the requestor,

How long dmamrch take? .
The computer searchiself normally takes fiteen | - -
* minutes, but follows a halfhour's discussion with the
search analyst whenever possible, The bibliography
usually arrives within tea working days of receipt of

Canada, for the Current Index 10 Journals in Education N asearch request.

¢ [CNE] Inall, the ERICdata base includes over -

200,000 references, to y which almost2 500 new
referencesafe added each momh x %)

How ean E1S0 halp?

By searching the ERIC data base for mformatnon on

a particular problem or area of interest, you can learn,
howeothers have approached the ssue, EISO provides

" direct access to ERIC, retrieving references quickly .
" andinexpensively. Computerized searchedof

Dissertation Abstracts, Exceptionaf Child Education

-~ Abstracts, Psychologlcal Abstracts, Social Scnences

Citation Index and Seciological Abstracts ae also

" avalabe, Theservice will beof partiular helpto’

those working under the pressure of deadines, For
public addresses ang research reports E1S0 will prove _y
helpful;for planning and decision- makmg it may

prove mdlspensble

How much does 2 search cost? ‘ -

Dependmg on the eomplexlty of the topic and fength

of bibliography, a search can'ostas ittle as $10or

as much as $100, Clients are charged $12 per hourfor
. the search analyst's time (to the nearest quarter hour),

for computer connect time, and for citations printed.

. Costs for connect time and citations vary with the

 data base and compute system e, Comactthe

EIS0 search analyst for current rates, and an estimate

of the cost for searehmg your topic.
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Howdo  obtan docments tnd o)~ * ,
ElSOprowdesmxcrof‘checopleéofall ERICdocu / L
ments ata charge of 50¢ per fiche, and paper copies

- ofthosewith £D numbersgreaterman EDDSS 73 -
S charg;:ﬂ ¢ per page. Paper copies of dowmpnts

| benween ED 000 001 and ED 065 734
inclusive are'available from ERIC Document Repro-

~ duction Service (EDRS) in the United States, Paper -
: copies of journal articles are available from E15Q at a
 charge of 20¢ per page Order forms for both docu-
-meints and aricles will bbent to cientswith e *

EISO blbfnographyw ‘

I'lnvn:I{olrequesta}wart:h7 v
descnbmg the mformatxon youneed C

T

b

the seargh analyst about EISO's new current awareness
SV Charges wil vary with the eomplexnty ot yohr
ssarch prof;le o

" Mo can s asgit 1507 .

Besbles providing a useful serviee, EIS isalsoa *,
research project looking into the information needs
of Ontario's educators, 1t will be greatly appreciated ~ * \\

" fclents complete evaluation questonraires or . ' L

agreetobeinteryiewed;if,askedto'dos?. 2

'Prmect funded under contract with the Ontario’ Mmmry
of Education, - .

.

EISO Search Andlyst . N
0ISE Ubrary,8218 e
252 Bloor Street West

¥ - Toronto, Ontario M5S 1V
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'-V_!onsndor for instance, the time it ¢

ikes to search through indexes *
e.Resources in Education or

ychological Abstracts forall thé |

ferences about the topic you

ireworknngon S

A computer can do that searching

less than one-tenth of the time

it would take you to do it manually.

Is the 90% time saving worthr
'30 to you or-to the orgamzatlon
sponsonng your work? If. lt IS,

lontact |
ISO S¢ Ch‘Ar'télyst
ISE strary S218
2 Bloor Street West

ronto, Ontario M5S1V6
ihone_. (41 6) 923-6641 Ext487

.« -

Loy . Joumnst Ref{srence
L3008 BT [ 2] -
| CLEARGHOUSE ACC MO asserzry
AUTROR . TVMONS, JUOITM
nTE . mnwmur-lwuvm .
ICHOOL READING
PIALICATION DATE o
ounze €APSA DETA % RICORD 103 5
OSICHIPTORS TRLEWENTARY SCHOOLS
DESCMETORS 3000
OESCRIPIORS, “TLATwER ADES
CEICMPIORS “RLADING PROCRAMS
R ICRPIONS . PERSONALL SELICTION . . B
DEsmerony MOIOUALILED PROGAANS
DESCAWTORS REVIDIAL ALADING PROCRALS
. ~
Document Relerence
BWC ACCESWON NUMSER © 151731 .
CLEARNCHOUSE ACC. NO €COC3a4t
nree PRSIECT BON PAESLIING TLACHEN AIGES 1O
FATRITATE & TUTOMAL REAOING PROGRAW WITM
EVA=ASIS On SEACEPTUAL TRANING POR POMARY
. 3C=30L ACE CHILDMEN OF LOW SOCIORCONOMC t
STATUS Prival AQ :
PUBLICATION DATE res m N
BsuE - mErmauG . -
INSTITUTIONAL NANE VIGO COUNTY SCmOOKL CORP, TERAL HAUTL Q.
O3 ParCE | DR IRCL P 003 HC I
DESCMPTIVE NOTE e .
otscmerons O3 A0VANTAC?D YOUT™
RS MpTONS - “RICEITIONAL Crn.D ZOUCATION
DESCMPTONY PEICERTUAL MOTOA LEARNSG
OESCMmeTORS PRIUARY EDUCATICN
otacereroms PRICRAM CLHO0S
SCmTORNS “RUMTONML READWG PROCAAMS
oeLICReTORS “TRASWEIR M0ES
otacmeroRs STUTOMmAL PAGGRAMS “
assrmact OEICMBED 1S & nmw-am- 70 Pegp nufuo-t mmnmu.nmmw
- PRICRAY FOR CAnONT™ OF L. 0 BILI ALY
CmnLDRO00 CAOWT AND uwr VrSuaL uoro- AN
wuﬂwf AAD EMONIONAL AN JOCIL DEVELOPENT TRANLY ' u LECTOM, Tee
TRAMING PROCRAM, nsuuu-m tcut.usc-oo:.mn A% EvaLLaT -ono'vn-no.cu:r
: ang Tl COURSE O e, i Tre o
> PIO-N‘OUIS n'.x-u AND APPRCACHES FO CLASIROON MARACEMENT, asu-cwo(nuu
Partial Printout
>
o —
. . . '
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EDUCATIONAL 1NFOHMATION SYSTEM FOR ONTARIO

. - P

e The Ontano Insmute for Studues in Eduanon )
Room5218 252 Bioor St. W., Toronto M5S 1vE
(416) 923-6641 Ext. 487

. Searm"ﬁd; L& ' -

Topic:_-

‘ . - , . .SEARCH REQUEST FORM | . )
1. Name ' Invoica: { )Sa?ne, or . i l;"
2. Address — =
‘- Phone(s){ ) Phone ( | N
£ ) R . “
) . - A
*.3. [ Phone when printout arrives R ]
e O Maii p'rintout without phoning . _ . R - : . ’
X BERY ' i ) ‘ . N o - . .
4. Detailed description of fopic * - . R . e
. < ) T o - .. e :
. { . ] N
H v -~ ' - -
L3 LX 3 V .
5. . Reasons for requesting ssarch (Please specify how you hope to use the information} o -
- ¢ - . - \) : .=
, ' | | ’ . .
- N
‘_6. Cltat:ons of relevant materials known to you, if any, or authors writing in the area -
. . y o . ¢ ’ at
- o4 =
T o p . o o [ o
7. DataBasels): [ ERIC - [J Psych. Abs. - [ ssci _ J ECEA o
o e L., ¢ UObDmAs. ' OERIC+PA - DO ERIC+ECEA. O ECEA+PA |
IR , -8 Other: V ) - - ’ '
8.. Commerits: o -
N . '_ . " 1 . . ‘ P . A -
. / ‘ Lyl 3 ‘ " .
‘ E 21 9 4 N
Lo . 181 :
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.  FEDUCATIONAL TNFORMATION SYSTEM-‘_FO& ONTARIO
EISO Service Evaluation Data-Sheet
Seéfch NO-J41 T t"t-' f~
‘1. Date (day, mon?h, year) : o '[L ' .
. &
2. 'Purpose' . : P L _
(Ol)‘ ,Kéép abreast of field - .= €07) Research/developmenf reﬁorf
(02)___ Assignment, term paper, thesis -*- (08)__ Browsing ‘ .
(03)_.Prep., update of bibilo. - {09)-__Personne! recruit, eval.; sup.
- (04)_ Curriculum development Q10 Poltcy developmenf ; ‘ :
{05)____ Program improvement . - (11) - OTher._ s
(06)- Prgg?\speech ar+:cle, reporf : o -
3." Contact: (1)._Walksih ~ (2)__Phohe  (3)__Lletter . (4)__Other:
4. Payment: “(1):-_Free  (2)._Cash, cheque,’inyoice . (3)_-_OISE chargeback .
"_5; lnfervuew, sfrafegy Tlme ; s 3 Min. : o |
6. .Requesfer's organ:zafuon°' | ; R
-(1)___School_board S _eise
(2)_ _CAAT - . RN ) & Mlnlsfry of Educaflon R S
o (3) Facu!fy of Educaflon - (6) ther' a et A
“7. Pleass ‘indicate your prumary professuonal role ‘or funcfuon. ‘ o
o (Check.one only) T .= : i
- (01) Admln:sfrafuon or superv:suon ‘ (08) PruVafe-CdnsuLfanT o
. (02)_Teaching ' (09)___Undergraduate Student . -
(03)___Pupil Personnel Serv;ces E (10)___ M_.Ed. Student -
(04)__ Research T . (11)__Ed.D. Student. . .
. (05) erld Deve!opmenf S - (12) T M.A. Sfudenf o .
€08)___ ___Ministry Regional" Offxce- - 013) . _PhoD. Studenf LR <
'(07) ' ler‘ary Servuces , S ;(14) Other:_ R NEEE
8. Orgén?iaﬁdn 'loéaﬂoﬁ: - -
1) Mefro Toron?o SRR R ' T r'f _?i*  s e
- £2) Hamilfon, ‘London,’ Offawa, Wlndsor, Sudbury ; T S~
" . :(3)__District or District Municipality, Counfy or Regiona! Mun‘ Ipallfy
(4)___Canada (outsidé Ontario) _ o e ';
‘.;(5) - Oufs:de Canada - ‘ '__ = ’ _ _ *\?“
'Q, Sex-' (1)'».Male ”2.-(2)',.Femalé S o i v _>; L _ _J;?ﬁ
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‘s=sam . Educational Informatlonéystem for Ontario o Search NO L 1+ 1 1 1 1 -1
| wof f P 3 ! : ~ N -
OISE leral'v, 52J8 el . : ,. ’ . Topic . i
- , 252 Bloor Stréet West, = o j . - T
= Toronto. Ontarlo MSS 1V6 RS
L. o - -
) . ) - N : .
oo - . e R ¢ o .
- - . . —‘

EISO User Evaluatnon Questnonnalre

The data collected from the user evaluatlon questnonnanre w:ll be used to :mprove the search serv:ce, a?d wnl be treated
irra confidential manner. . : R - : .

- .

Please read each quest:on mrefully and md:cate your r response wu.th a check mark. \/ . L"eave blanl< Vi_f the__item is- .
not appllmble . e _ oo ' . ,
~ . i . . . . | - . . : . . : ) __:-.% ) . ‘ .

‘ . . RS ' T Satisfaction __
| o s A _ Low =~ - Medium  High’
1. Convenience of arrangements to obtain EISO sear es. B _ 3 : | I
2. Helpfulness of search analyst or Eduwt:onal Information : . . )
Consultant. B . R NN - | .
3. Time tal<e‘n 10 deliver-the EISO bibliography. . o L S L 7 ]
4. Tlme taken to delwer mscrof:che or paper coples _ ' _ o R
ordered from EISO. - _ . S _ i . ]
. s b ,.'. o S0 C ¥ | v . ‘ .. .. :- T : o 8
‘5 Value of blbhography ltself LT e W T L L | A R
da gt iy R . T ' '
o 76 Value of mater:als lomted via ElSO b:bl:ographﬁ/ AR S ST MERTRNI SRR
7 nce of the search and blbhography SN ;—_ ' ”_';.;.: R R |

8. How much of the relevant mformat:on retneved wis new to ybu?

C - R

e @ T oo (@) o 2180% &) -

-

9. For how many of the references on your printout did you read the_orlginal‘ ma_terial?'; S

(1) —_ None ,.l?" —s @3 ._.._L_-tfﬂ‘o U@ 120 G 2lor more. :
; 10. How did you f:rst learn about the Edumatlonal lnformat:on Systern for Ontarlo (EISO) and its servrces? (Check
oneonly) I ST L S ‘ ) Y o .
(1) Brochure or flyer S () & Ltbrary or L:brarlan
{2) Advertisement - . B D) . EISO staff member
(3) Prof. Dev. Day N : s (8). Cannot recall =
. @ _Colleagues e “(9) Other: -

< . <

1 1 On the reverse side, please comment on both the good and bad elements of your EISO search Any suggest:ons you
make towards i |mprovmg the servuce are welcome., > T e .

THANK YOU FOR YOUR T1ME AND COOPERATION Lo .



